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Abstract

Over the past two decades Greek university libraries have had to respond to a
changing academic and information landscape which impacts significantly on the
type of services offered as well as on the way in which these services are offered.
The development of Electronic Information Services (EIS) is a major priority in
the Higher Education sector. In the same time, the evolution of learning and
teaching practice and the changing demands of the academic community affect the
libraries’ role and mission. This research explores the relationship between the
education system, in terms of the teaching and learning process that are used
particularly in the Greek context and EIS provided by libraries. There is a focus
here on whether EIS satisfy users’ needs in the current Higher Education context.

A gualitative methodology has been followed in order to provide an in-depth user-
centred investigation in two of the libraries at the Aristotle University of
Thessaloniki. The empirical investigation draws data from three different groups
of participants: students, academics and librarians. It is a user-centered study
which presents a picture of the use and understanding of EIS in the context of the

library.

Conclusions show that the education system strongly influences the library’s
operation by determining its role and services. The research is focused on defining
the extent to which EIS meet their objectives from the perspective of all the
participants groups. It also emphasizes the importance of the communication
between the different parts of the university community and the role of the
education system regarding the use of the EIS. IT skills and computer access have
been identified as two important parameters in defining the effective use of EIS.
The findings of this research, based on the two research sites under investigation,
will provide an insight and an understanding of the needs of users and the
characteristics of the context. Additionally, it can support librarians and
academics in their decision about library operations and how those fit with the

wider educational setting.
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1. Introduction
1.1 Defining the context

Academic libraries play an essential role in the teaching and learning process in any
educational environment by creating an accessible, effective and efficient service for
all students. Over the past two decades, Greek university libraries have introduced
Electronic Information Service (EIS) to their users, although this process has not
managed to be translated into a practical and effective use. Several questions need to
be addressed:

e How are these services offered to users?

e Does the user need these services?

e How does the user engage with these services?

e How the provision of these services is linked with the existing teaching and

learning practice?

In order to avoid, confusion it is important to clarify the meaning of the terms
‘information services’, ‘electronic sources’ and ‘electronic resources’. In Harrod’s

Librarians’ Glossary, an ‘information service’ (p. 322) is defined as:

‘...aservice provided by, or for, a special library which draws attention to information

possessed in the library or information department in anticipation of demand.’
The Glossary provides the following definitions for an ‘electronic source’ (p.599):

‘1. Any document which provides the users of libraries or of information services with the

information sought.
2. Any document which provides information reproduced in another document.
3. The data or records providing the basis for information search.’

Finally, about the term ‘information resource’, the International Encyclopedia of
Information and Library Science indicates that there is (p. 190-191):
‘... some confusion over the concept of the Information Resources, mainly as a result of the
inclusion of the technological resources in the concept. However most commentators regard
the following as constituting information resources in organization: data, text, records,
multimedia, and information technology...’
For the purposes of this research the term ‘electronic information services’ includes
any services available in electronic form on the library’s web site, in the local

intranet or available in the library.
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A primary question formed in the early stages of this work was about the association
between the level of the provided EIS and the current educational model, which the
library serves. The educational model in Greece does not predominantly require that
students have to do assignments, which minimises the active role that libraries may
play in the learning and teaching process. Indeed, the teaching process is more
teacher-centred (Eurydice, 2008). Students are passive in seminar classes and are
assessed in the main, by exams. These conditions are in an ongoing change. The
Greek government tries to adopt methods and practices which are more student-
centred. One of the challenges is that active learning is going to be part of the Greek
education model in all the levels- primary, secondary and higher education. . In the
new framework, the library has to be the cornerstone of the educational process by
playing a more predominant role in the teaching and learning process.

Greek university libraries have the same demands as those found across the
international community; changes in the educational process affect their operation
(Katsirikou, 2002; Koseoglou et al., 2008; Papazoglou & Semertzaki, 2001; Stavrou,
2001). Students increasingly demand more services (Tsimpoglou & Papatheodorou,
2001) believing that the electronic systems and technological developments can help
them to find the information they want, on time. Furthermore, users assume that with
just a ‘mouse click’ they could find everything (Cullen, 2001; Sitas, 2000)without
taking into account the complexity of the electronic systems. It has be shown that
users need to acquire specific skills in order to locate, retrieve and use the

appropriate information (Akeroyd, 2001; Urquhart and Rowley, 2007).

The available technology in Greek university libraries affects the whole universities’
operation. Already in 2001 Fragkou-Mpatsiou et al. (2001)had recorded an increase
in EIS availability and their use in the Greek university library context. According to
formal statistics given by the T.Q.M.U. (1998-2010). Greek university libraries have
been developed very quickly with respect to their services and sources. The picture is
more of less the same compared to that described by Ambrozic (2003) as well as by
Lindberg and Humphreys (2008): EIS have increased dramatically in the last two
decades. Most of the university libraries provide an On-line Public Access Catalog
(OPAC) (Xatzimari & Zoupanos, 2001). Nowdays on their web sites access is given

to a number of electronic services and sources such as Frequently Asked Questions
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(FAQ), on-line tutorials, databases, electronic journals, library rules and other
information about their operation (T.Q.M.U., 1998-2010).

These services, along with the needed equipment, require new management and
technical skills. Traditional methods of information retrieval are rapidly being
replaced as increasingly higher quantities of information are available on the web,
for example, the printed journals subscriptions have been transformed into electronic
access journals (Angel de Vicente et al, 2004). However, electronic access on EIS
has some requirements such as the users’ IT skills, easy access and information
literacy. As the landscape changes, library professionals are required to adopt the
new practices which often is not an easy transition. There are members of the staff
that still do not have IT skills at all and, they are afraid of the new technology. Thus,
EIS, in their current form, are not always ‘welcome’ in some parts of the university
community. Librarians have to overcome many difficulties in their effort to change
things and improve services. This transition has been driven from-and supported by
top level management across the university. It also relies on the support of all
stakeholders in order to ensure effective and efficient application within the

educational context.

The distinctiveness of this research lies in the use of a critical and analytical
approach in a field and context which have not been explored in depth in previous
studies. A qualitative case study approach has been used in order to investigate this
phenomenon by exploring the perspectives of stakeholders for providing a more

comprehensive picture of the context.

A great deal of research is available upon the use of EIS in other countries such as
USA, Australia and UK, but little has been done within the context of Greek libraries
in this particular area. Although there are statistics by vendors about library’s usage,
there are only few investigations about EIS use and relevant surveys within
university libraries, while there is only one small scale research study, looking at the
user qualification on how to use EIS (Bardakosta, 2008; Gabrilis Kakali, 2008;
Pantouli & Nikserlidou, 2002; Tsami, 2008).

This case study research employs a number of data collection techniques:
¢ in depth interviews and observation of students
e in depth interviews and a Critical Incident technique of academics;

12



e unobtrusive observation of the case sites;

e daily questions file considering every day EIS usage in the libraries and
labs,

e telephone interviews considering what academics require by students.

The specific contribution will be to provide insight into the provision and use of EIS
within the Aristotle University Libraries providing in-depth rich pictures to allow for
transferability based on contextual applicability to the wider context of Greek Higher
Education. The Greek university community faces big challenges and has to adopt
both new services and new ways of working to address the current needs of the
community. The higher education sector has the opportunity to reform its
organizations along with the learning and teaching practice. The results will help the
university to understand the possibilities of EIS and to address the need of reflecting
technological advantages on current pedagogical practices, by offering a better
understanding of the needs of users and the potential of EIS in the learning and
teaching process. Findings will be disseminated at the local, national and

international level within and beyond the Library and Information Studies (LIS) area.

1.2 Research aim

This research aims to critically explore the use of EIS in Greek Higher Education
libraries in relation to the educational needs of users. A number of questions have
been emerged from this aim as well as from the initial literature review, illustrated in

Figure 1.1.

1.3 Objectives
The research objectives are:

1. to explore the provision and use of EIS in the Greek Higher Education.

2. To identify the needs of users in relation to their academic studies and the
demands of the educational model in Greek universities.

3. To create profiles of the user population based on the use of EIS in the case

study sites.
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4. To identify the relationship between librarians and users in the delivery of

EIS in the case study sites.

During the research process some tasks had to be completed before others in order
to build up a rich picture in the research sites. This research does not follow a linear

approach but rather is an iterative process.
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Figure 1.1 lllustrates research questions
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1.4 Roadmap to thesis

This qualitative study investigates the effective use of EIS within the context of
Greek Higher Education and how it may be related to the predominant pedagogical
philosophy. The thesis presents the context of the case-study sites and relates the
data collection process to that context (Chapter 2). The methodology is described in
Chapter 3 providing the rationale and justification of the research process and the
methods that were applied in order to complete the investigation. The literature
review presents a discussion of EIS in libraries and the significance of a user-centred
approach for service delivery in effective and efficient way. The relevance and
importance of IT skills as well as the learning, teaching and educational philosophy
and its significance in the successful use and application of EIS with respect to
current information environment are reviewed in Chapter 4. The data analysis is
presented in following two chapters. The fieldwork structure, the first and the second
stage of data collection are reflected in Chapter 5 while Chapter 6 deals with the
final stage of data collection. The findings of the research and their implications are
presented in Chapter 7. Finally, Chapter 8 presents the conclusions of this research

along with recommendations and suggestions for future work.
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2. Context of the cases and education in Greece

2.1 Introduction

This chapter presents the structure of the educational system in Greece and the
context of the case studies used in this research in order to provide depth and detail
on the cultural elements and help the reader to understand the situation in the
research sites. There are a number of important_parameters affecting the relationship
between EIS and users, as the learning and teaching process in the Greek context.
Other important factors have to do with the use of internet and the adaptation of new
technologies in general in Greece, as part of the everyday life of Greeks. Finally, the
assessment processes in higher education as well as the students’ outcomes, are

discussed as areas of deep interest worldwide.

2.2 Education in Greece

In Greece the educational system refers to three distinct levels; primary education,
which includes nursery and primary schools; secondary education which includes
lower secondary schools and general upper secondary schools; the latter form is not
compulsory. Finally, higher- tertiary education includes the Universities and the

Technological Education Institutions.

Education is public and without any tuition fees. More details are presented in Figure
2.1. A student may move from the first level to the second one after 7 years while
she has to pass the exams given in the end of the second level to move to the third
one. Admission of students to higher education institutions depends on their
performance at national exams taking place in the third year of the upper secondary
school (Law 3455/06; Law 2525/1997 and Law 1352/1983). The process of these
exams is based on the ability that participants have to memorise and reproduce the
knowledge acquired during their studies. The marks are the only assessment that
defines what they will study in higher education. So the prerequisite of entrance to
the university is highly dependent on the exam process (Sianou-Kyrgiou, 2008). This
policy creates frustration and adds more stress on students and their families. As a

result, private schools work on the same lessons simultaneously providing extra
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student support. The exams process is based on memorisation and on the ‘one-book’

learning process.

Currently there are twenty Universities and fourteen Higher Technological
Education Institutes (H-TEI) in Greece (Christidou, 2006 and Eurodice, 2008). They
cover a variety of subject areas. Students have to complete university requirements
in order to graduate. Students’ demands are depended on the subject and the specific
needs of the university. One of the aims of this work is to identify these requirements
and to define the level of students’ need in relation to their educational needs.

18



Figure 2.1 Greek Education system

Organisation of the education system in Greece, 2005/06
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Upper secondary general — |ISCED 3

Upper secondary vocational — ISCED 3

Post-secondary non-tertiary — ISCED 4

BE0 O O] N

Tertiary education — ISCED 5A

Tertiary education — ISCED 5B

Allocation to the ISCED levels:

ISCED O

1) @ O] @ O

ISCED 1 ISCED 2

==

Compulsory full-time education

Compulsory part-time education

=

Part-time or combined school and workplace courses

Additional year

=N -

Compulsory work experience + its duration

Study abroad

Source: Eurydice.
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2.3 Introduction to the Aristotle University- Specific cultural elements

An important role in Greek higher level education is played by the Aristotle

University of Thessaloniki, which is the actual and physical location of this research.

The establishment of the University of Thessaloniki was legislated under Law
3341/1925 (http://www.auth.gr/) in 1926. Its goal was to cover the students’ needs

but it also formed a new starting point in the matters of higher education. It is the
second oldest in Greece, the first being the University of Athens which had already
been operating for almost 90 years.

A fresh impulse towards higher education was a reasonable expectation. The Faculty
of Philosophy was the first faculty in the University of Thessaloniki, and at that time
it was regarded as an innovation, affecting not only the operation of the Faculty itself
- in contrast to the Faculty of Philosophy at the University of Athens - but also the
operation and strategic of the entire University of Thessaloniki. The University was

renamed as the Aristotle University of Thessaloniki in 1954,

Originally the Faculty of Philosophy (1926) was divided into the following three
Departments: a) Philology, b) History and Archaeology, and c) Philosophy,
Pedagogy and Psychology. Today the Faculty of Philosophy consists of eight

Departments:

1) Department of Philology

2) Department of History and Archaeology

3) Department of Pedagogy and Psychology

4) Department of Psychology

5) Department of English Language and Literature
6) Department of French Language and Literature
7) Department of German Language and Literature

8) Department of Italian Language and Literature

From 1951 to 1975 the Aristotle University (AUT) focused mainly on the foundation
and operation of the Polytechnic School and the Department of Architecture. The
university continued to be developed into more faculties and departments depending
every time on the current needs and interests. As a result, today it comprises of 41

Departments as well as many other units, such as laboratories, study rooms, libraries,
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clinics, etc., which make it one of the largest universities in the country in terms of

staff, number of students and provided facilities.

Members of the staff hold either a permanent or a non-permanent academic position
(Eurybase , 2005/2006). One of the first decisions that need to be taken was about
which group of the academic staff should be included in the research. Due to their
important and essential role, members of the permanent academic staff defined one
of the samples. The meaning of the term ‘permanent’ is that after a period of three
consecutive years in a position, lecturers may apply to be part of the permanent staff
of the university (Law 2517, 1997). Thus, the sample includes academics having
completed this period. Actually, most of them have been working in the university

for a long time and their attitudes and beliefs affect university’s operation.

Usually, students during their studies in secondary but also in higher education, have
to participate in exams in order to pass their modules (Law 3465, 2006;
Law2525,1997; Law 1352, 1983).

2.4 Libraries in the Aristotle University

On 11 July 1927 the Presidential Decree "About constitution of Libraries of the
University of Thessaloniki" was published. The Library began its operation in late
1927, on the ground floor of the old building of the Philosophical Faculty, where it
was accommodated for the next 47 years. Since 1974, it has been housed in its own
building, in the centre of the campus. The first core of the library comprised the
books of the previous director of the National Library as well as donations from
people or organisations’ collections and the market. This library is now the central

library of the university.

Today there is a central library while many others, called departmental libraries,
operate simultaneously in the Aristotle University. Almost each department has its
library while sometimes there is more than one in each of them. These libraries
started as small laboratories with documents in order to support seminars and
classes, over time they grew to become established libraries themselves. The
academic community used to call them ‘spoudastiria’ (study areas) and some of them
still retain this name. The manager of the library, a one or two-year post, responsible

for its operation, belongs to the permanent staff, working in liaison with members of
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the library staff. The academics used to have personal keys of the library and have
access anytime, any day. They consider the library to be an extension of their offices
and a place of work. Recently librarians are trying to change it in order to achieve
better organisational operation. People usually do not like changes; in practice
librarians face problems in any innovation they suggest even if involving just a
matter of running the library. Although these situations are not easy, due to the
technological achievements and the communication facilities, departmental libraries
are developing their services, a fact that makes them more independent. All these
libraries are directly linked to the Central Library, operating more or less under the

same rules and the same policies.

There is very little in the literature about the Greek libraries; the majority of the
research concerns the academic libraries. Krikelas (1984) presented the conditions in
Greek academic libraries during 1984 explaining the centralized management system
in the Aristotle University’s libraries. He analysed some very specific problems the
libraries faced concerning their facilities, staff and general operation. This picture is
not so different from the one presented by Hartley and Trohopoulos (1990).

Technology affects the libraries worldwide. In Greece this process took place after
the ‘90s (T.Q.M.U, 1998-2010). Papazoglou and Semertzaki (2001) have shown that
collaboration with libraries of other European countries allowed Greek libraries to
enter a new era of evolution and have a share in EU funded projects.

Another important element for Greek libraries regards the use of new technologies
which change the library’s daily routine. By participating in the EU Community
Support Framework (CSF), libraries now have the opportunity to develop their own
resource collection, services and staff. Especially for the university libraries,
Papazoglou and Semertzaki (1996) describe that the picture has started to change
rather rapidly as for the academic libraries, thanks to the funding provided by the EU
Second Community Support Framework through a special Action of the Operational
Programme for Education and Initial Training (EPEAEK). According to them, the
objective of the Action for the Greek Academic Libraries for the years 1994-1999
was to develop and upgrade them. The Action mainly aims to support scientific

research as well as the current teaching needs.

22



Having or lacking funding, affects the academic libraries operation. The Action
funded the integrated automatic system of the academic libraries. After that libraries
lend books in a daily basis and have improved the access-opening hours. They have
electronic collection and provide access to the Internet for all students. Many
libraries have started to reform their services focusing on a more ‘electronic’ library
by providing abundant information opportunities. Librarians had already identified
the need for changes in the libraries context, aims and even buildings (Garoufallou &
Siatri, 1997; Kazakos 1997; Mpokos 1998).

Greek academic libraries have the same demands as those meet in the international
community while changes in the educational system affect their operation. All these
changes are taking place at all levels of library operation affecting them in positive
or negative way. Katsirikou (2002) gave a quite generic picture about the library
conditions in Greece. She analysed the changes and the parameters that affect the
libraries as well as the role of the librarian. According to her the human factor is

considered essential. The management role is regarded also as quite important.

Many changes have taken place in Greek academic library practice. Staurou (2001)
claimed that there are many changes in everyday context which transform the way of
each operation regarding the provided services or management. These developments
affect both users and librarians. Electronic information and EIS require special
management and clearly written policies. Garoufalou (2008), at the Technological
Educational Institution of Thessaloniki, working upon a research about user
satisfaction of EIS, he found out that chaos can be caused by unorganized electronic

services in the library.

The educational model in Greece does not require any active libraries and any active
role of the library in general. There are specific conditions that affect the ways in
which libraries are used. Academics who have been teaching for many years
consider library as part of their office and use it as their personal library. They
belong to the permanent staff on a ‘lifetime’ contract, so they are engaged usually in

this role for their whole life. This situation affects definitely their way of working.

Technology is now coming into the university educational process. There is a lack of
the needed technological equipment. The majority of the academics are in the middle

age or very close to retirement. As was shown by Zontanos (1996), users’
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expectations provided by a university library were very low. He described the library
as an independent organisation, although its role was not clear in the educational

process.

According to the educational system libraries play a supplementary role in the
universities. Academic community presents a difficulty to recognise the importance
of the library as they used to cover any research need by different means. This
picture was a de facto in Greek Libraries until the early 1990s (Katsirikou, 2002).
Things nowadays are changing in Greek University Libraries as well as in the
education system in general. As students increasingly demand more services and
sources, libraries have to help them to accomplish their studies successfully

(Tsimpoglou & Papatheodorou, 2001).

Papazoglou and Semertzaki since 2001 had identified gradual changes as the
introduction of graduate course-based studies in many faculties and the need for
supplementary readings. New developments and trends in the various subject areas

are transforming the existing model in Greek universities.

The cost of EIS remains high so in order to improve the quality of services, libraries
have established a consortium, the Hellenic Academic Libraries Link (HEAL LINK).
It is comprised of the 32 higher education institutions of Greece, the National
Library of Greece and the Academy of Athens. The major activities of the
consortium are (http://www.heal-link.qgr/):

o ‘The collaboration, via establishment of common policy, in the subscriptions
of journals (printed and electronic) among the members, aiming at the
rational growth of collections of journals among the partners, the saving of
resources and the access in bigger number of sources for covering the
educational and inquiring needs of users of the participating Institutions.

e The creation and operation of Collective List of bibliographic registrations
(Union Catalogue) of the Greek Academic Libraries and the use of its records
from each member of the Consortium.

e The joint subscription of electronic sources and services of information, as
well as rights of remote access in electronic sources and services of
information included the electronic scientific journals.

e The growth and establishment of models for each nature biblio-economic
work.

e The concern for the continuous education of personnel of the member’s
libraries.

e The collaboration in the disposal of material each participating library via
remote loan and other methods that they would ensure and facilitate the
availability of material among the partners.
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e The collaboration with proportional institutions and organisms of interior and
abroad for the guarantee of attendance of HEAL-Link in the international
evolvements on collaboration of libraries and management of intellectual
rights issues.

e The cooperation with relevant organizations both domestic and foreign for the
assurance of the participation of HEAL Link in international developments
concerning library co-operations and management of copyright.

e The undertaking of each other initiative that promotes and develops the
Academic Libraries of Greece via common activities and initiatives.’

The role of HEAL LINK is essential in the university libraries operation and
evolution. Through HEAL LINK, libraries have the opportunity to provide access to
their users in many different services and sources in electronic form and at a lower

cost.

According to Krikelas’s (1984), the evolution of the libraries is strongly dependent on
the educational developments. He argued that changes in university libraries are most
likely to come in after the changes in the general structure of the Greek higher

education. He stated that:

‘It would be tempting to export Western-style academic librarianship to the
country but the particular needs of Greece are best determined from within.
The responsibility of visiting consultants is to apprise Greek librarians of the
options available and to do so meaningfully require some understanding of the

current situation’ (p. 20).

Conditions in Greek universities libraries are changing rapidly, as happens in the rest
of the world. Technology and the emerging ICT facilities affect libraries operation.
Apart from that international conditions affect universities in the daily educational
practise and also in their libraries’ operation. Doufeksopoulou (2001) proposed the
movement from a passive educational system to a more active one with more
demands from students in Greek universities, something that will challenge libraries

to support a more demanding user in the electronic environment.

This picture is not straightforward; it differs across departments and subject areas. It is
also dependent on their needs including the teaching and learning process. In the
Greek context, very little research has been done upon the investigation of the real

situations occurring in the university libraries. All these changes require knowledge of
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the libraries usage and particularly the EIS usage in the Greek university context. This

research intends to fill this gap.

2.5 Case study sites

The Aristotle University of Thessaloniki has a central library and 38 departmental
libraries. In some departments, there are more than one library. For the needs of this
research, permission for entry was granted after initial communication with the rector
of the university. After that contacts made with the managers of the libraries from the
faculty of Applied Sciences and the faculty of Philosophy. The rector proposed the
appropriate locations according to requirements. The Architecture library (table 2.1),
which belongs to the Polytechnics department, and the Philology library, belongs to
the Philosophy department; they constitute the sample of this research. Initially a visit
was paid to check both sites after exchanging e-mail. In the next visit time was given
for familiarising with their specific characteristics and for explaining the entire

research context to the librarians.

According to the schedule, the entry to the field was planned in early October but
was delayed due to an academic strike for approximately two months. . During the
last period of the strike and when the formal negotiations were completed the library
and in the faculty of Architecture was the first to be investigated. The experience
was interesting because people were initially reluctant to talk about and explain in
detail the conditions of the library operation. The researcher was familiar with the
environment in a way as she used to be employed in a similar post in the past, but
also unfamiliar at the same time because each specific site has a unique character. It
was fascinating to discover that many changes had occurred with the EIS now being
a big part of these. Building up a friendly, positive and trusting relationship with the
staff was one of the first priorities, in order to make them feel comfortable and get as
much reliable information as you can. The next step was to develop a relationship of
confidence with the participants involved in the case sites without disturbing the

daily routine of the operation of the libraries.
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GREECE HIGHER EDUCATION
20 Universities and 14 Technological Education Institutes

ARISTOTLE UNIVERSITY OF THESSALONIKI
10 faculties in operation currently which include 44 departments. The
university offers library services through one central and 38 departmental
libraries. Some department have more than one library.

CASE STUDY ONE CASE STUDY TWO
Polytechnic Faculty Faculty of Philosophy includes 8
includes 5 departments departments. There is a new library,

- which hosts the journals. It serves all
The Architecture the faculty users. The researcher
department has one observes the place 2 hours for 3 days
library, covers 5 subject and interviews 2 librarians.
areas.
Observation for 2 hours
per day for 3 weeks. Philology department has three
Interview 5 librarians, libraries and each of them covers a
11 students and 9 specific subject area

academics and 10 tele-

interview academics. - -
Total number: 35 Medieval and Current Studies

participants. library’s users could use any of
the three Philology libraries.
Observation hours per day for
three weeks. The researcher
interviewed 5 librarians and 10
students, 7 academics and 6
tele-interview academics.
Classical Studies library 1
librarian and Modern Language
library 1 librarian and 2 in the
new library. Total number: 32
participants.

Table 2.1 The research contexts
2.6 Research sites

2.6.1 Case one
The faculty of Polytechnic comprises of five departments, one of them is the

Architecture department. Its library supports 5 different subject areas with
approximately 1700 undergraduate students, 120 postgraduates and 100 academics.
There are 7 PCs available in the library; while two of them have access to the
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university’s libraries websites and other internet facilities. In general the rest of them
have restricted access only to the on-line catalog. There is also a laboratory with 24
PCs but only 12 of them have access to the Internet and the room is usually occupied
for classes for most of the time. The observation of this lab for 1 hour daily for a week
revealed that nobody used the library’s website. Informal conversation with the staff

in charge in this area confirmed that library users were not using these PCs.

Observation of the library was on the following basis: 2 hours per day for 3 weeks.
Additionally 5 librarians, 12 academics and 13 students were interviewed on the spot,
10 academics via telephone. The librarians’ sample includes the whole staff of this
library. A question file, to be filled by librarians with users’ questions about EIS, was
given to the information desk covering a period of 2 weeks. The research context of
the two sites is presented in table 2.1.Furhter information about the participants is

available in Appendix 7.

2.6.2 Case two
The faculty of Philosophy comprises of eight departments. There are 3 libraries under

three different subject areas: Classical Studies, Medieval and Current Studies and
Language Studies. Medieval and Current Studies is the second case of this research. It
supports 1854 undergraduate students, 35 postgraduates and 28 academics. Its users
are free to use any of them. In this library there are two available PCs with no Internet
access; they only offer access to online catalog. It’s not easy for somebody to use
them as they are ‘old’. There is also an available card catalogue. The department has a
lab especially for postgraduates where there are eight available PCs with access to the
Internet. Users can use them on appointment basis. After facing technical problem,
access to the lab is now restricted. There is another lab for undergraduate students

where 25 PCs are available but this place is used for educational purposes only.

The faculty is developing a new library service in a separate area. At the time of the
fieldwork, almost all the journals of all the departments were taken there. There are 10
PCs with access to the Internet. These services are available to all students and
academics of the whole Faculty of Philosophy. The place was observed for 2 hours

daily, for 3 days and 2 librarians were interviewed.
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In the library for the Classical Studies has 6 PCs providing restricted access to the
Internet. A card catalog is available in the same area. In the library for the Language
studies 2 PCs are available and a card catalog, again in the same area. Interviews with
member of the staff of these libraries revealed that computers were never or rarely

used, except for the new one where students come from various disciplines.

The place had been observed two hours per day for three weeks. Interviews were
made with 5 librarians in this library, 2 in the new library which offers journals, 1
librarian in the Classical Studies library and 1 in the Language Studies library. Face-
to-face interviews were given with7 academics and another 6 through via telephone.
Finally, 10 students were interviewed in the spot. More details are given in Appendix
1.

Thus the research design has been resulting by the nature of entry into the field, the
permission that were needed and the context of the research field which has impacted

on the design of the methodology as it is outlined in the following chapter.
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3. Methodology
3.1 Research design

The basic philosophical question in this research is: “what is the relationship between
the educational system- the teaching and learning process- that are used (particularly
in the Greek context) and, the electronic information services provided by libraries?”’
The research approach is qualitative, as it:
'...is a process of enquiry that draws data from the context in which events occur, in an
attempt to describe these occurrences, as a mean of determining the process in which events

are embedded and the perspectives of those participating in the event' (Gorman & Clayton,
1997, p23).

Afzal (2006) argued that:

“The tradition of qualitative research is as old as philosophy itself. Aristotle, Socrates, Weber,

Marx, Durkhiem and Giddens are some of the many thinkers who have shaped the
philosophical foundations of qualitative research’ (p.22).
He examined as well about the complex phenomena which are taking place in the
libraries context due to the information explosion and the technology. He proposed

the use of qualitative research in this context in order to understand them.

The theoretical approach is hermeneutic and as such is: ‘...the study of interpretative
understanding or meaning, with special attention to context and original purpose’
(Patton 1990, p.3). Glazier and Powell (1992) proposed the use of qualitative
methods in the sciences of communication and information. Westbrook (1994) had
the same belief: " qualitative research methods enrich and augment the toolbox of LIS
research approaches” (p.252) . Furthermore, Brophy (2008) explained its necessary

and complementary role in order to achieve better depth of insight in LIS research.

This research aims to explore the real context of the two research sites dealing with
the use of EIS and the applied teaching and learning connection in order to provide
some insight into this phenomenon. It is user-centred trying to understand the users’
needs and their reality and investigates the users’ world in the way that was discussed
by Dixon et al. (2002) in their work about the necessity to research on users’ needs

and feelings.

Although the starting point was the design of a questionnaire, work gradually moved

to a qualitative approach, as the intention was to thoroughly understand the conditions
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in the two sites. The questionnaire was designed to include open questions by
providing a well-defined framework during the interview process. The questionnaire
itself acts as a tool which leads the conversation with the participant by keeping

her/him focussed on the subject.

Qualitative methodology is considered to be the best way to carry out in-depth user-
centred research (Lincoln & Guba, 1985). It can enlighten the research area by using
‘thick description’, ‘experiential understanding’, and ‘multiple realities’, as was
proposed by Stake (1995, p.37). He concluded that
‘to sharpen the search for understanding, qualitative researchers perceive what is happening in
key episodes or testimonies, represent happenings with their own direct interpretation and
stories (narratives). Qualitative research uses these narratives to optimise the opportunity for
the reader to gain an experiential understanding of the case’(p.40).
In the next stage, the participants’ stories are used to understand the real conditions in

each of the sites as well as the participants’ feelings and opinions about EIS.

The epistemology of qualitative research is existential and constructivist. It attempts
to describe the conditions and the special circumstances in the research sites. As Stake
says:

‘phenomena are intricately related through many coincidental actions and that understanding

them requires looking at a wide sweep of contexts: temporal and spatial, historical, political,

economic, cultural, social and personal” (p.43).
The approach is holistic as it involves all sectors of the relevant community within the
university, allowing the construction of an account that includes multiple realities and
forms a rounded picture based on individual and group testimonies. (Stake, 1985;
Hodkinson and Hodkinson, 2001 and Yin, 2002). The holistic case-study method is
used to support the aims and objectives by describing and trying to interpret a real life
situation. In this case, the focus of the case study was the use of EIS, by particular
groups of users within the sites in order to explore questions around the complex
situations, relationships and behaviours related to that use. Thus, two case studies
were identified and thoroughly investigated for identifying and exploring possible
differences and similarities. It was then possible to analyse each case study in detail

before performing a cross-case analysis.

According to Stenhouse (1981):
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‘researchers have turned to case-study in the face of the difficulties which have been

encountered in attempting to apply a scientific paradigm of research to problems in which

human behaviour, action or intention play a large part’(p.223).
Yin (2003a) defined a case study ‘as an empirical inquiry that investigates a
contemporary phenomenon within its real-life context, especially when the boundaries
between phenomenon and context are not clearly evident’(p.18). The case-study is
considered a suitable inquiring method in library and information services according
to Roselle (1996). It can go through a deeper understanding of the issues involved in
research site (Afzal, 2006). Moreover, Tella et.al (2008) proposed the use of such
research methods in the context of a library. They argued that a case study can offer
insight and generate theory as well as informing practice because it provides the basis
for a closer integration.

Another important parameter during research is to ensure that all ethical and legal
requirements are firmly adhered to. Although at the outset of this investigation the
university had not established a specific ethics policy, there were oral and written
guidelines by the supervisory team to ensure that all the proper procedures were
followed. For this purpose, an email was sent to the university Rector asking to gain
access to the field, which was granted for the two libraries. Then, the two library
managers were informed via email, in order to organize the research field schedule. A
meeting with the manager followed at the case study sites and organized the research
schedule. Confidentiality was established by the secure storing of all recorded data
and the allocation of coded identifiers to each participant. All participants were given
a letter ensuring confidentiality and clearly stating the aims and objectives of the
research in order to allow them to make an informed choice concerning their
participation in the investigation. The research schedule is presented in the following
table.

2002 Start the PhD programme

2002- Planning the research process
2003 Literature review-methodology

Literature review-subject

2003- Pilot study
2004 Data collection- Stage One
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2004- Iterative analysis- Part One
2005 Data collection- Stage Two
Mid-point

2006- iterative data analysis — Part Two
2007 Data collection- Stage Three
Full transcribing and starting data analysis

Initial conclusions

2008- Writing up the thesis

Table 3.1: Research schedule

3.2 Pilot Study

The pilot-study was used to confirm the effective design and appropriateness of the
research tools. Yin (2003b) recommended the use of pilot study as it supplies the
researcher with feedback on the questions. He also showed that the pilot study and the
research protocol are necessary as they allow the researcher to enumerate, beforehand,
the processes and the requirements that are followed during the period of data
collection while the researcher simultaneously remains open to improvements and
techniques that spring from the acquired data and the existing conditions. Perry (1998)

had already supported the importance of this process.

Thus, first of all, research aims and objectives were defined. Then, research protocol
was designed carefully, and both research tool and research design were tested in real
conditions. After the pilot study had been reviewed, the research objectives, research
questions and the data collection techniques needed to be examined in response to the
findings of the pilot study. The pilot-study for this investigation includes three
participants, the open-question research tool (Appendix 1) and the observation
research tool (Appendix 2) which reflect the research aims and objectives. Then, a
form (Appendix 3) was created to keep track of any questions regarding EIS during
the research period. The possibilities for an inductive approach to the problem along
with a parallel study of existing theories in the subject area, where exploited a task
that was achieved with the revision of the literature after the pilot study, which tested
the questions that were used during the interviews and observation, a methodology

proposed by Perry (2001).
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The next step was to pilot the research process, a task that requires by the researcher
to be open-minded, flexible and creative in real-life conditions. The pilot study was
undertaken in one of the departmental libraries of the Philosophy Faculty, the
Pedagogy department. It consisted of a one-day observation in the library area along
with three interviews, one with a student, one with a librarian and one with an
academic. The interviews were then transcribed and analysed. Questions were
reviewed and finally, the EIS list which was given to the three participants
supplemented with additional information.

The pilot study raised a number of issues regarding the availability of computers in
the library area. For example, the location and availability of computer access points
within the library as there were known not advertised. There were two personal
computers (PCs) with access to the electronic library catalogue. These two computers
required users to have a special password. There was also a card catalogue in the same
room. Users prefer using the card catalogue rather than computers. The librarian’s
testimony revealed that there were not enough students using EIS. On the other hand,
academics are qualified in IT skills and they have access on those computers. Users
did not use Internet in the library and they did not have access to their personal
emails. The student participant confirmed that generally students are not very skilled

and they are not familiar with EIS.

In this way the pilot study data was used to amend the research design and review the
research aims and objectives. It became evident, even in the early stages of the pilot
study that research aims and objectives as well as research tools needed to be
amended to reflect the current reality and complexities of EIS use and user behaviour
and expectations. Users do not have the chance to use the library for any other service
except the library’s services. Access restriction policies are strongly related to the

limited number of computers.

3.3 Data Collection Techniques

Interviews and observation are the data collection techniques which are used in this
research in order to investigate the relationship between the different groups of the
participants as well as to provide a description of their worlds. Interviews allow users

to talk about their personal experience. They also help the researcher to understand
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the conditions in the research sites. Observation is used as a tool for building up a
picture of the research sites. The daily presence of the researcher in the libraries
helped her to gradually become part of them. Thus, in more details, the tools that are

used are the following:

e in-depth interviews with all the parts of the sample as ‘... through an
interactive conversation the research issue or range of issues is explored in as

much length as necessary or available...” (Gorman & Clayton, 1997)

e notes of the observation sites, in the library, where the users have access to the
EIS. The gap between the sample of the students and the sample of the
academics, with regard to the process of observation, will be covered with the
use of the Critical Incident method

e the question file, which includes a number of questions for the EIS--kept by
the librarians and the researcher, constitutes another document of the data

collection process, and

e telephone interviews, which provide an additional academics’ sample. They

were designed in a way to get the best information possible.

3.3.1 Interviews
The design of the questions that constitute the basic directions of the discussion

during the interviews is a complicated task. It requires flexibility to apply the
technique (Westbrook 1994). New arising questions during the process were formed
using the information that was collected from the previous interviews. The researcher
entered into the field of research in order to become temporarily part of this in an
unobtrusive way and recorded the experiences from what was happening in this real-
life context. All the interviews were tape-recorded. Each interview was partially
analysed, before proceeded to the next one. This tactic was followed for all the
interviews across the groups of participants. During an interview two different forms
were used. The first form included the list with all the current available services on
the library web site along with definitions of the main terms used in the research
(Appendix 4). The second form included a list of potential information sources,

where the participant had to ‘tick’ the frequency usage in a Likert scale (Appendix 5).
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Finally, interviews based on open questions were given to each participant. The
results of the interviews, as was expected, provided a plethora of rich qualitative data
which helped the researcher form a clear view of the real situations in the research
sites. The next stage was the analysis of data. The analysis of each interview affected
the next one, creating new possibilities. The questioning process was affected by this
new information. Decisions were made about the validity of the given information

and for the next research steps.

3.3.2 Critical Incident
Observation of the student sample, whilst they were using the EIS, was an essential

part of the research process. The same practice could not be applied in the case of the
academics. The first reason was that the place of the interview was unpredictable.
Also computers for delivering the process were not always available. Such difficulties
forced the researcher to adopt the Critical Incident method, which as Radford (1996)
admits ‘is used to gather and analyse the most memorable experiences, not necessarily
the most recent’. The method is proposed particularly for information behaviour
studies by Urquhart et al (2003). They argue that the CIT method will encourage

participants to tell their stories, which lead to valuable findings.

Academics were asked to describe one of their searches using the library electronic
services. In practice, this technique helped the researcher to build the academics’
world although during the interview the participants had already narrated their most
memorable incidents and had discussed them. People tend to speak about their more
memorable incidents when they have the chance to do it and when the interview is

like a friendly conversation.

3.3.3 Observation
Unobtrusive observation has been used to record the conditions in the libraries. Boote

and Mathews (1999) examined all different types of observation and proved its
importance as a technique of data collection with greater possibility of avoiding the
bias than any other method.

Observation is an important method of data collection because it can be used for

collecting evidence which otherwise would be difficult to be accessed. It is a quite
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common research technique in human research and sciences. It can produce direct

information of the nature of experience in specific environments.

Observation has been a tool in the first data collection phase although in practice users
in the library do not have access to all of the EIS but they still have access to OPAC.
The observation process follows the observation protocol (Appendix 2). Data from the
everyday observation were used to record the daily operation in terms of participants’

behavior regarding the use of EIS.

3.3.4 Question file
During this process librarians were asked to keep a question file which includes users’

questions about the EIS. In practise it is a document created using the data of the
collection process. It provides information about students’ needs. The tool has not
been quite successful because students in the library of Architecture had some special
questions which enriched the rest of the data while in the library of Philology they

were not using EIS at all. Moreover, they were not asking for more information at all.

3.3.5 Telephone interviews justification
Telephone interviews were not intended to be part of this research. After the first and

the second stage of data collection, it was decided that information collected through
this technique will be included, considering it as appropriate in order to find out the
exact incidents in research sites. This final stage of data collection is considered
essential to build the real picture in both sites as well as to give answers in the basic

research question.

Telephone interviews are quite common in customer satisfaction surveys and are
applied in various disciplines. In LIS it is proposed as research tool for library
managers (Calvert & Pope, 2005). It is used also in quantitative researches but also it

is proposed in qualitative ones (Chappel 1999).

The advantages of the technique are the direct response, the short duration and the low
cost. According to Ward (2001) another benefit is the participants’ spontaneity.
McGuckin et al. (2001) believe that ‘the telephone permits for more contact attempts

and a great variety in times contacts are attempted, with a higher response rate as a
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result.” On the other hand, disadvantages of the technique include the issue of high
cost in several occasions, or difficulties to reach some participants by telephone.
Besides, quick responses are not necessarily the best possible responses (Calvert &
Pope, 2005).

The structure and the content of the telephone interviews were data-driven. The data
analysis at the beginning of this research was used to define the telephone interviews’
requirements. They latter have been designed to cover all the necessary information
which comes from academics, the way they teach and the way in which the students
learn. The purpose and the reason for interviewing them had to be clearly stated. An
atmosphere of friendliness and trust was necessary in order to achieve their
participation and to proceed with the interview. All these had to be achieved very
quickly. One of the difficulties was that the researcher could not see the participants
face to face. As a result, evidence of their impulse reaction may probably is missing.
So the accuracy of their testimonies could not be checked in no way other their voice
response. Chappel (1999) in her work came to the same conclusions about telephone

interviews.

3.4. Triangulation

Triangulation of techniques and sources is the control of drawing the conclusions with
the utilisation of different methods of data collection. Particularly, the triangulation of

sources is the verification of the same information by crosschecking different persons’

opinions (Williamson 2000; Yin 2003a).

The method is used to support the findings of the current research by collecting data
from a variety of sources and using a variety of methods. Triangulation is achieved by
applying several different approaches to examine the problem: in-depth interviewing,
unobtrusive observation, literature review and by checking and collecting data and

information from different sources.

3.5 Trustworthiness

Research should establish its scientific quality. Lincoln and Guba (1985) as well as

Riege (2003) suggested that qualitative research must be trustworthy in terms of being
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credible, transferable, dependable and confirmable. In this research credibility was
achieved by using triangulation techniques across sources and methods, persistent
observation in the field (four weeks in each site) to the point of information
redundancy, peers’ debriefing on a regular basis during research design as well as

member checking with participants.

Riege (2003) linked transferability with the development of the case-study database
during the data collection phase. This database includes rather a thick description by
using specific procedures for coding and analysis such as symbols and signs. The
constant comparative method is the tool of data analysis. This was an on-going

process and was completed at the writing-up stage.

Dependability is demonstrated by auditing during the research design phase. It

involves the examination and documentation of the research process occurred in the
design stage, through data collection and data analysis. Presentations of the research
process in the school conference events as well as the supervisor's advice are used to

complete the auditing.

Confirmability is strongly associated with the audit during the data collection and the
data analysis stage. Participants confirm the interviews context. Ruyter and Scholl
(1998), Eisenhardt (1989) and Yin (2003a) have explained the importance of constant
organisation of inquiring process. This research adopts a well-defined structure of the
research process by keeping detailed records during all its stages.

3.6 Participants

Qualitative research looks for the individuals’ reality by trying to achieve as much
participant variation as possible. Research aims are targeting to a thorough
investigation of EIS effectiveness in both sites by discovering its association with
users’ real needs. A careful choice and a categorised sample are required in order to
make sure that all possible opinions would be included. Patton (1990) as well as
Ruyter and Scholl (1998) have shown that the representativeness of results according
to the subject of research and not the size of the sample is what really counts. Perry
(2001) had shown that the strength of qualitative research lies more in the information

richness of the selected cases than in the number of the participants.
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Thus, a purposive sample has been selected to provide valuable insight. Libraries and
labs were the locations of the actual research. The required time was defined to be one
year. During this period students were using the library for their assignments. They
also were studying there for their exams. Participants are students, librarians and

academics. Therefore:

e Students, as they are the main libraries’ users, have been chosen in order to
achieve a complete picture of the EIS usage, by selecting representatives from
both genders and from all the years of the course.

e Academics use the library as well. They are the most important part of the
university community and they have great effect on students use. As in the case
of students, the sample consists of both males and females with basic IT skills.
Any information derived was provided by the librarians.

e In the case of librarians, as many interviews were organised as possible in order
to achieve information redundancy. Their collaboration and willingness has to
be mentioned because all the questioned librarians participate in this research.
All the permanent staff as well as the staff having an important role in the
library operation created the sample of librarians.

e The last part of the participants includes two academics from each subject area
in each research site. Participants (males/females) should have an email address.

After the first telephone contact, most of them accepted to be interviewed.

A representation of both genders in the participants group helped to avoid the gender
different behaviour on computer usage and particularly on the EIS usage
(Papastergiou & Solomonidou, 2005; Christidou 2006). More information about the

participants is available in Appendix 7.

3.7 Data collection and data analysis

Investigation was based upon three different data collection stages carried out in the
two case study sites. Part of this process was spent in piloting the study before the

first stage of the fieldwork as was mentioned in the previous section.

Thus, the first year of the PhD process was spent on tasks such as the literature
review, methodology and research techniques. The second year started with the pilot

study followed by the first data collection. The researcher entered the field and
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collected the first data set which was analysed partially in order to allow for the
iterative analysis process to begin and feed in to subsequent data collection activities.
Between the first and the second data collection stage, the researcher had to exit the
fieldwork because there was a strike. Semester exams had already started so students
and academics were not available. Then, the next spring, the data collection started
again and stopped in the end of the semester. After the first two stages of the data
collection, the data were analysed. The preliminary results showed the way to the
third (last) data collection stage. The whole process is presented in Figure 3.1.

Analysis and further data collection is an iterative process. The qualitative data
analysis is a complicated task (Patton, 2002). In this research, the data collection
process was very slow as lots of data were coming available. Data entered into the
NVivo software for the analysis, data classifications, defining associations between
and among categories of data as well as conveying the message in the writing-up
stage (Baptise, 2001).

The intention was to explore and describe the complex realities of the two case
studies; it was a descriptive and exploratory investigation into the real worlds of the
research participants. The nature of this research demands a clear description,
explanation, and understanding of the phenomena under investigation. The research
strategy and objectives defined the approach taken to data collection and data
analysis.

During the research fieldwork and after each day in the field, data were partially
analysed. Recorded interviews were listened carefully and matched against the
observation notes in order to recognise important ideas and begin to understand each
participant’s personal ‘world’. By following this procedure, the researcher was able
to understand them and construct this knowledge gradually, step by step. Impression
and ideas were written as memo’s and used during the analysis in the way that is
proposed by Dey (1993). Data have been read again and again in order to identify the
labels and the context of the constructed categories. This iterative process during the
data collection as well as the data analysis process had a result on the research
context. In this way, a new data collection stage added in order to get into depth in the
research sites. The process followed was the same as before, where new codes were

identified in NVivo. Next the codes were translated into categorical themes.
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Patterns, themes, and categories do not emerge on their own. They are driven by what
the researcher wants to know and where she was focused. Moreover, as Srivasta and
Hopwood (2009) have shown the researcher in the role of the inquirer

‘...interprets what the data are telling her or him according to subscribed theoretical

frameworks, subjective perspectives, ontological and epistemological positions, and intuitive

field understandings.” (p77).
They argued that the aim of the iteration:

¢...Is at the heart of visiting and revisiting the data and connecting them with emerging

insights, progressively leading to refined focus and understandings’ (p77).
The collected materials were sorted using categories and were closely examined for
isolating any meaningful patterns. The themes were both inductive and deductive
because they were coming from the data but also from researcher’s intention and
interpretation. After that, the main categories were divided into subcategories based
on the collected data, achieving a detailed analysis by using the NVivo software
(Appendix 8). In the meantime, many categories had been created, during the data
analysis phase. Some of them were combined to larger categories based to their
context. Such processes took place more or less in parallel. They were data driven,
producing a great amount of information and helping the researcher to identify the

emerging themes.

The data analysis process was completed step by step. The information was collected
and synthesized. A part of the subject tree is presented in Figure 3.2. The above
process has been previously described by Strauss and Corbin (1998) as open-coding,

axial coding and selective coding in order to develop grounded theory.
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Figure 3.2 Subjects tree in N-vivo software
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3.8 The role of the researcher and research limitations

An important parameter in this research is the researcher itself and during the research
process. The main intention was to be part of the research field, to understand and
present the research context in a trustworthy and reliable way. For this purpose, she

gained the entry to the field through a series of applications to the Rector.

The obtrusive observation technique was used for collecting data. The researcher
remained in the field for a long time. People got accustomed to her presence and their
behaviour continued to be the normal one. As a result, she had the opportunity to talk
to the participants in an informal way. Also, research itself was driven by the

collected information, gradually, as the information was coming after each interview.

During the data analysis phase, every sentence said by the participants was an
analysed. The data analysis process was a very hard process with lots of information.
Simple categories formed larger ones. Research was kept on the participants’ ‘worlds’
but also interpreted them against the literature review findings as well as according to
her personality. The whole process is data- and, literature-driven. In qualitative
research as this one, researcher’s personality and personal choices affected the derived

data interpretation.
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Another basic parameter in this research was the role of peers and their help during
the fieldwork and the data analysis phase. In this way, participants and informal
discussions on the field helped the researcher to immerse in the field and be actually
part of the field.

Although this research has been carefully conducted, meeting the aims and objectives,
it presents some limitations, as every research study does. It is qualitative research,
designed to explore multiple realities which are time- and context-bound and therefore
not intended to be generalised to the wider context. Lincon and Guba noted that ‘the
trouble with generalisations is that they don’t apply to particulars’ (1985, p.110.). This
research is concerned with ‘the particulars’ and aims to provide an insight and

understanding which could be built upon by further investigation.

The research sample was small. 1t could be extended to more sites and participants in
order to support the relevance of this investigation to the general situation in Greek
universities’ libraries. It is always possible that future research may produce and
interpret new data which have not been identified in this work. There were time
constrains which, in different circumstances, could probably produce different
conclusions and the data collection field could be extended. Furthermore, this research
could not lead into generalisations or to support a new theory. It is descriptive and
interpretive so it could not support that its findings could be generalised according to
Hodkinson and Hodkinson (2001).
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4. Literature Review in EIS

4.1 Introduction

The technological revolution has greatly affected human life over the last century.
This revolution has changed the way of life but also the way of the information
provision as well as the learning and teaching process. Research process has also
changed. Academic and university libraries around the world face many challenges in
terms of their operation, services and users’ profiles. Their services and sources are
now more complex than they were in the past because of the technological
breakthroughs. Libraries face many changes because of the technological advance;
their role has been deeply affected. Years ago, Corrall (1995) predicted: ‘the way that
higher education library services are viewed, planned and managed must change
radically if they are to survive and thrive in the future’(p.35). Stronger management
and more confident involvement in institutional planning and organizational changes
are necessary. At the same time Clausen (1996) concluded: °...only natural
intelligence will be able to cope with the enormous task of filtering and distilling
usable and useful information needles from the internet haystack’(p.7). Akeroyd
(2001) described the general characteristics of the future academic libraries and
reached the same conclusions. Reality proves that libraries survive but their operation
has been transformed and become even more complex than the above authors
predicted. Kichuk (2010) confirms that information in academic libraries today is
increased rapidly.

The cornerstone of education and research are the academic libraries. They have the
mission to react and to become part of the complicated and complex technological
services. In their paper Poll and Payne (2006) presented the libraries’ challenges in
terms of their services. They argue that nowadays libraries try to find a way to prove
their influence on user competencies and skills. Another crucial factor is the cost of all
these technological facilities and services; it is quite high so they have to present
evidence in order to achieve sufficient funding. The libraries’ impact on the academic
community and their learning and teaching is under investigation because of all these
changes. The academic library evolution is more important under the present
circumstances. The role of a library and its services could influence academic

achievements and effective knowledge.
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The impact of online resources and information technology on the user community
has been presented by Hiller (2002). He described how online information resources
and information technology as well as their increasing influence, change the way in
which teaching, learning and research is done at the University of Washington. The
pace of change is accelerating and the impact on libraries and users is profound
according to this paper. Morgan and Atkinson (2000) argued about the libraries and
their future and they promise:

‘Our view is that such developments, whilst clearly powerful agents of change, are a means to

an end and that the academic library is fundamentally an effective support service whose

major strength lies in the quality of the staff who provide that service’ (p.453).
Moreover the multidimensional community of a university asks for evidence which
supports the important role of the library. Indeed, libraries try to prove that their role
is important and their operation is vital to the university. What students learn in the
universities and how they are affected by the new services are some of the questions
which librarians should answer. Students’ outcomes are under investigation in a
global level; Libraries carry out research on this field in order to prove that their
operation can make a difference on the users’ knowledge. From one point of view,
libraries have now a big amount of EIS. On the other hand, they have to prove and
support their request for more money. They have already struggled to provide them.

Now, they have to promote and support their usage (Cronin and O’Brien, 2009).

Academics and students are the library users in the university community. The
students follow the academics’ requirements and orders (Adikata, 2006). The
academics represent the university demands and can affect students’ attitudes. The
EIS are important services if they are used in such a way. Therefore, the librarians
have to persuade academics about the importance of EIS if they want to have usable
EIS and continue their services. They offer a variety of searching environments, a
diversity which is confusing for users (Carlson and Yatcilla, 2010). A few years ago
Biddiscombe (2002) described the changes in higher education and libraries in the UK
: ‘it is a government imperative to increase the percentage of people who have a
university education and, in addition, there is an emphasis on the concept of lifelong
learning. To achieve these policies enrolment growth has been achieved by reducing
the resource available for each student and stretching facilities through demanding

ever more ‘efficiency gains’’ (p.229). Greek government is moving toward the same
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direction now. Statistics show that the number of Greek students who continue
studying in the third level of education has increased radically over the last years
(Ministry of Education and Religious Affairs, Culture and Sports). A library serves a
specific community with specific needs. The classroom, the teaching process and
teaching methods have an effect on the library and its services usage. Changes on the
curriculum and on educational programmes are linked with them. The library’s role is
defined by the needs and characteristics of the academic community (Brophy, 2000).
Meanwhile, another important issue is the way of students’ learning. Learning styles

and learning processes are areas on which research flourishes.

4.2. EIS in libraries

EIS proliferate while users are enjoying more facilities in terms of the EIS existence.
The question remains: what is the real situation in libraries? Research has shown that
librarians try to provide users with an effective and useful service. So they look into
their information seeking behavior in electronic services but also their general

information seeking behaviour, check the EIS usage and find out emergent problems.

4.2.1 Information seeking behaviour
Information seeking behaviour and information searching behaviour (ISB) has been

the fields of research in many different disciplines (Urquhart and Yeoman, 2010). In
the past, people had to travel far away to find what they wanted in order to complete
research. Nowadays there is a lot of information available on the web. Information
seeking behaviour has changed as well. Information scientists pay considerable
attention to this area. They try to check their services effectiveness. Another area they
try to investigate is how to build better information systems and create more user-
friendly systems. As Thapisa (1996) has shown, the information seeking is a function
not only of awareness of the possible existence of documents (Deng, 2010). It is also
the awareness of their availability and accessibility. The area of information seeking
behaviour is a quite wide area. Case (2006) reviewed the information retrieval
previous research and supports the idea that information behaviour is more popular
than ever. Both individuals and society have come into focus, resulting in more

attention to the actual context and social influence. According to his opinion
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researchers make more effort to ‘get inside the head of the seeker’, more time spent

with individual informants, and greater depth of description overall.

Kuhlthau (1991) described the information searching process from the user’s
perspective as revealed in a series of studies:
‘... the ISP is the user’s constructive activity of finding meaning from information in order to
extend his or her state of knowledge on a particular problem or topic’(p.361).
She reported the idea that the information searching process (ISP) is the user’s
constructive activity of finding meaning from information (Kulthau, 2004). In order
to extend his or her state of knowledge on a particular problem or topic develop
special information behaviour. She also states about her research:
¢...the uncertainty which initiates the ISP causes confusion and doubt and is likely to be
accompanied by feelings of anxiety. These feelings are a function of constructing meaning
and are natural in the ISP... User uncertainty may be anticipated by systems and
intermediaries in order to improve information provision in early formative stages.’
(Kulthau, 1991, p.370).
The users’ uncertainty seems to be a negative parameter during their information

seeking process but can be productive as well.

Kulhthau’s model (1991) has been used to research on users’ behaviour in many
scientific areas. First, Isbell’s and Kammerlocher’s (1998) research has been based
on Kuhlthau’s model. Their work cover cognitive and affective parameters in
information seeking behaviour and implements the results in an instruction
programme with a reference service process. They conclude that: °... in the reference
service the model is not so useful” (p. 39) while ‘in instruction process helps
participants to understand students’ confusion and uncertainty’ (p.39). Also
D’Angelo (2001) has used Kuhlthau’s model and presents an Integration Information
competencies project which had great influence on the final university policy. The
research is an experiment upon students searching strategy assessing the effectiveness
of the program within pre- and post-techniques and rubric. The research reveals that
there seems to be a basic lack of understanding of the types of sources available so
they do not understand how they could contribute to expand knowledge on the topic.
Her research looks for evidence of the EIS effective usage. It reveals that: “...in a
more cohesive and seamless presentation of information competencies. Integration of

the competencies into the coursework provided timely and relevant learning of skills’
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(p.288). The library and the faculty continue their cooperation in order to increase and
improve the instruction and the assessment methods they used (D'Angelo 2001).
Fainburg (2009), in a theoretical article about Kuhlthau's ISP-model and Dewey's
problem solving model, concludes that both consider as learning process. They both
consider that seeker has to be focus on during the research while Kuhlthau pays
attention to the feelings of uncertainty during the ISP while, Dewey finds only that

problem solving initiates uncertainty and perplexity.

Ellis and Haugan (1997) have contribute to the research of information seeking too.
They have concluded that:
¢...although there were differences in the features of the information seeking patterns of the
research scientists and engineers, the behavioural characteristics were similar; and the study
identified identical or very similar categories of information seeking behaviour to those of
previous studies of academic researchers’ (p.384).
Moreover their study identifies identical or very similar categories of information
seeking behaviour to those of previous studies on the same sample, the academics.
Their Information seeking model includes the following stages: Surveying, Chaining,

Monitoring, Browsing, Distinguishing, Filtering, Extracting and Ending.

Wilson (1999) has done a lot of work on information seeking behaviour research. He
produced an information seeking model which he improved in 1999. In his 1999
article he reviews the status of models of information seeking behaviour and tries to
discover the relations among them. He believed that the various models of
information behaviour, information-seeking behaviour and information searching
represent different aspects of the overall problem and they are complementary. He
regarded that the view of information searching is a complex process. He considers it
as part of the broader perspective of information-seeking behaviour, and information
behaviour in general. He also suggested that both Kuhlthau’s stages and Ellis’s
characteristics can be related to his proposed model. Meho and Tibbo (2003) worked
on the information-seeking behaviour of social scientists by using the Ellis model.
They agreed with Wilson theory and used it as a complement to Kuhlthau’s. They
keep and analyse their result through the Ellis stages although they keep on mind the
important information from Kuhlthau. The research concerns the information seeking

behaviour of social scientists studying stateless nations. They confirm Ellis’s model
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and supplement it with new features: accessing, networking, verifying, and
information managing. They identify that:
‘Many of the study participants reported access problems as barriers to using information.
These participants indicated that because of these problems, they are required to seek and use
other types of materials, locate and visit different places where relevant information might be
found, and/or travel overseas to the location of needed materials’ (p. 583)
In their work they have shown that, when access to relevant or potentially relevant
information or sources of information is not possible, researchers try to use alternative
sources or methods. Then the accessibility and networking development could affect
the information-seeking process and should be investigated further. Furthermore, they
identified four interrelated stages in their information seeking behaviour: searching,

accessing, processing, and ending. Thus:

‘... when access to relevant or potentially relevant information or sources of information are

not possible, researchers try to use alternative sources or methods’(Meho & Tibo, 2003, p.585)

Makri and Warwick (2010) have searched the postgraduate level of architecture
students. They find that students are very demanding users group. Their needs are
different and more complex. Their research is focused on the users’ needs and reports
the importance of carefully electronic source design. Vezzosi (2009) worked also on
this topic, especially on postgraduate students’ needs and their progress during their
studies. This research refines the Ellis model as well. Blair (2003) worked upon the
use of natural language in information retrieval. He proved that it is quite complex to
say in words what to want and users can not probable express what they want. This
complexity is increase in electronic information environment. Liu and Croft’s (2004)
language modeling approach was initially developed for ad hoc retrieval and found to
be very effective. Soon after, successful applications of this approach to other
retrieval tasks were reported, including relevance feedback, distributed IR, cross-

lingual IR, quantification of query ambiguity, and passage retrieval.

The information seeking behaviour has to be examined by librarians because it could

explain user’ attitudes and their reaction toward the electronic services. Mills and

Bannister (2001) argued that:

¢...confident, all-knowing information or library user is the exception rather than the rule.
There are many typical library users. A complex mixture of motivators and demotivators

influencing information-seeking behaviour was found. We believe that it would be valuable
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for library managers to improve their understanding of what can be changed to motivate
clients to make better use of the library. Such changes might be by way of altering services to
meet the expectations of clients more closely’ (p.168).
Moreover, they believed that: ‘An understanding of image, what motivates and
demotivates library use, and having a tool to assess image we believe will facilitate
this process’(p.168). Spink et al. (2002) worked on the human behaviour during
multitasking information seeking behaviour in IR systems. They analysed the reasons
and the process through multi data collection studies. They found that:

‘As the complexity of information structures and problems increases, more complex human

information processes and more effective IR technologies (Web, digital libraries, etc.) are

required to identify effective human information behaviours and provide an effective

service’(p. 651).
Therefore, that there is a need for a theoretical framework and models of human
information behaviours and interactions with IR technologies (Spink 2002). Human
tasks as well as demands are getting complex due to the complexity of the provided
information and of the various forms in which it is accessible. Spink supported the
idea of developing a model of human information behaviours and interaction with
Information Retrieval technologies. Moreover, information scientists should provide
users with more sophisticated tools. Sugarman and Demetracopoulos (2001) have
proposed the use of two techniques for information retrieval research which are: the

systems thinking/action research and the usability techniques.

Researchers talk about the new theories on information seeking behaviour in the
digital environment. Most of them propose a new typology of digital users. They have
found that users seldom penetrate a site in depth but: ‘tend to visit a number of sites
for any given information they need and seldom return to sites they once visited.’
Human behaviour is an issue under serious scrutiny because it could have a great

impact on those involved with the deployment of the provided information.

Rozic-Hristovski, et al (2002) concluded that there are groups of visitors having
similar needs and interests. The essential knowledge of the user information seeking
behaviour and their navigation habits can significantly improve the website’s design
and content increasing thus its efficiency and effectiveness. Vakkari (2003) presented
various aspects of information searching which are deeply rooted in the process of
task performance. In this research it is strongly supported that the information needed,
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and search tactics used (including the choice of terms and operators, as well as
relevance judgments) are systematically linked to the stage of task performance.
However, the findings show that understanding of the mechanisms that link
characteristics of tasks to search activities are both tentative and limited. Thus, the
task-based information searching is a highly complex process in which several factors

interact with each other in order to support Vakkari’s theory.

Chowdhury (2003) presented the efforts on the field of natural language process in
order to achieve better information retrieval. She tested the software which was
developed in order to make the information more accessible to the users. Her review
proves the complexity of this area and the demanding conditions. Spink, et.al. (2008)
presented a paper in which they report the importance of multitasking in the cognitive
and information sciences. In advance, they argue that there is a need for further

research on multitasking, particularly within the context of information behaviour.

Students feelings reflect on the way the use EIS. Balatsoukas and Demian (2010) have
shown that users perform better and are more satisfied when the prototype system
presents only relevant information in context. Users want to have access on the
information quickly on the screen and do not like spending hours to identify the
required information. They also have shown that researchers analyze the
characteristics of different database and report that users are more satisfied, fell more
confident, and find it easier to judge the relevance using the RIC interface because
this interface provide contextual information for each retrieved item and also display
only the relevant information in the search results. The findings of this work prove
that the context was more important for the completion of complex tasks (e.g.,
decision-making tasks) than for fact-finding tasks. Furthermore, they show that
participants’ performance has been increased in terms of time spent to perform a
specific task. Increased was found also the level of their satisfaction of using the RIC
interface as it presents only the relevant information in context. Xie and Colleen
(2009) have investigated on users help-seeking and factors that lead to these situations
within the context of searching digital libraries. This study demonstrates that people,
do engage in multiple types of search strategies while they need help to achieve the
search strategies. As well as that the factors that affect the information-retrieval

process and past experience of participants in using other types of IR systems also are

53



responsible for the help-seeking situations. In this way they offer insight for the

improvement of interface design as well as help mechanisms of IR systems.

The user interface in digital libraries affects not only they way that they are used but
also it can affect users information behaviour. The original findings of Gwizdka and
Lopatovska (2009) explained how people who use less effective search strategies also
felt less lost during the search. Feeling less lost may be partially explained by the low
ratio of revisits, so it is possible that people using this strategy feel less need to revise
their searches because they believe that they can find information by following links
between related websites. Searchers who spent more time on a similar search also
visited more pages in total, visited more individual results pages, and entered more
queries. The authors also examined the role of subjective variables in the information
search process in an online environment of the World Wide Web. (Google, Alvis
Wikipedia). They confirmed previous research in the field but also they suggested
that better mood and state of mind before and during the search correlates with better
mood after the search, but also correlates with worse performance on the search task

and lower satisfaction.

Fisher and Julien (2009) have reviewed researches on the field of user information
behavior, focused on the international nature of the information behaviour community
supporting that it has spurred the field’s conceptual growth. They encourage
researchers to be more accurate and concentrate in scientific terminology in their
researches. Moreover, there is an increasing attention paid to theory, according to
Case (2006). He considers that this is a sign of maturity in the investigation of
information behaviour. This area is developed very quickly and directly linked with
technological development.

4.2.2 Search strategies in different disciplines
Another interesting point in the literature review of EIS today is the information

behaviour that researchers identify in the context of different disciplines (Tahir et.al.
2010, Wu & Chen, 2010). lleperuma (2002) examined the academic researchers’
behaviour and their general search habits. The article gives a picture about their

attitudes: ‘arts scholars do not have a tendency to delegate information gathering and
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the information-gathering behaviour of pure scientists shows that the involvement of
the ‘invisible college’ is prominent’. The author concluded that:

“The availability of electronic media such as databases, both online and CD-ROM, Internet
facility and online access to local databases is likely to have a remarkable impact on the
information-gathering behaviour of academic scholars’ (p.30) .

Differentiation in various disciplines and their information seeking behaviour has
been the subject of relevant research in Greece. Siatri (1998) studied the scientists’
information seeking behaviour in the electronic environment in a Greek library. Her
research was focused on the electronic information resources and information
communication facilities, especially those located on the Internet, examining cases
where they have an impact on computer scientists in terms of communication,

exchange of knowledge and information seeking behaviour.

Whitmire (2002) in his work has included elements regarding the sciences division
and interesting information about their different information seeking behaviour
patterns. He applied a model (called ‘Biglans’) to examine the undergraduate
students’ differences in the information seeking behaviour. He found that:
‘under-graduates majoring in the soft, pure, and life disciplines engaged in more
information-seeking activities than undergraduates majoring in the hard, applied and non-life
disciplines. In addition, there were fewer differences between the information-seeking
behaviours of undergraduates majoring in the life versus non-life disciplines. The most
differences in information-seeking behaviour patterns were between undergraduates

majoring in the pure versus applied disciplines. Social sciences majors engaged in more

information-seeking behaviour’ (p.636)

A study by Suarez-Balseiro and Sanz-Casado (2001) showed that:

‘In the case of the breakdown by faculties there is a substantial difference between the profiles
for Social and Legal Science faculty academic staff and students and library staff on the one
hand and the rest of the categories on the other. In the case of the analysis by departments, the
major differences in database usage are found between Law—Case Law, Economics and
Engineering on the one hand and all other areas on the other’(p.187).

In another article, Hiller (2002) presented the results of her survey, noting; significant
differences by academic area among the user community. According to her, faculty
and graduate students in the sciences-engineering and health sciences were more
likely to use the library remotely rather than pay a physical visit. User prefers to view

desktop delivery as the highest priority for library support, and value journals (print
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and electronic copies) far higher than other resources such as books, archival
resources etc. In a project named Jubilee, funded by JISC, Banwell et al. (2004) have
shown that there are major changes in information behaviour as a result of the advent
of the electronic age. Also they supported that there is no real difference in impact
between different categories of information user. Nicholas et al. working in the same
path, have found that a distinctive form of information-seeking behaviour associated
with students and differences between them and other members of the academic
community (2009), conclusion which supports the same argument. Wilson et al
(2009) presented a formative inspection framework of the evaluation of advanced
search interfaces through the quantification of the strengths and weaknesses of the
interfaces in supporting user tactics and varying user conditions. The identified
problem is that when users have poorly defined or complex goals, search interfaces,
offering only keyword-searching facilities, provide inadequate support to help them
reaching their information-seeking objectives. Also, Sheeja (2010) and Nicholas et al
(2009) have emphasised on different usage patterns between different parts of the

academic community.

4.2.3 User satisfaction
Information abundance does not necessarily mean quality and user satisfaction. When

services are available, students’ attitude toward them should be examined. Librarians
adopt or create tools and other means to check the EIS quality and the user
satisfaction. The only way to find out whether users are satisfied or not, is to ask their
opinion about the electronic information services and their effectiveness. Cullen
(2001) examined library services in general adopting a model, originating from a
general management theory. His findings include a part about EIS and some other
interesting conclusions: ‘Overall satisfaction is likely to have a significant impact on
the future of academic libraries and their competitiveness’ (p.684). And she proposed
that:

‘Clearly, further research that would help integrate indicators evaluating electronic service

delivery into the SERVQUAL model and other models of service quality and user

satisfaction are urgently needed” (p.684).
The tool which has been used by many libraries in order to check their operation
quality (Robinson 1999; Oldfield and Baron, 2000; Philip &Hazlett 2001; Hernon

56



2002; Landrum & Prybuton, 2004; Nagata et.al., 2004; Hernon & Calvet, 2005;
Petruzzellis et.al., 2006; Moon, 2007; Sahu, 2007).

ARL (ARL-LibQUAL+TM) reports the idea of creating and promoting a tool which
could check the service quality as well as user satisfaction. This tool can assess the
whole library service, in printed and electronic form. LibQUAL+ currently tests a tool
for measuring library users' perceptions of service quality by identifying gaps between
desired, perceived, and minimum expectations of service. The basis for the
LibQUAL+ survey tool is adapted from SERVQUAL, which is grounded in the: ‘Gap
Theory of Service Quality’ and was developed by the marketing research team of A.
Parasuraman, V.A. Zeithaml, and L.L. Berry (ARL-LibQUAL+TM 1999). Their
results announced in 1999 defined the LibQUAL+TM : ‘as research and development
project undertaken to define and measure library service quality across institutions’. It
can be a useful and quality-assessment mean for local planning. It actually tries to
develop web-based tools for assessing library service quality; to develop mechanisms
and protocols for evaluating libraries; to identify best practices in providing library
service; and to establish a library service quality assessment program at ARL.

According to Jager (2002):

¢ LIBQUAL-+ attempts to obtain objective indicators of service quality by assessing the gaps
between perceptions and expectations of service delivery (LIBQUAL+, 2001) (p.141)’

as.

‘an increasing demand for greater accountability in higher education has created a demand

for the academic library to show objectively how well it is doing and the extent to which

students benefit from library services’(p.140).
ARL moves a step forward by creating a new protocol, presented by in a PhD thesis,
by M. Kyrillidou (2009). This new protocol is an improvement version of the
LIBQUAL+ application. Different users fill parts of the question something that
saves users’ time and gain more answers. Hakala and Nygren (2010) have shown that
planning and implementing a customer satisfaction survey is a big investment for a
small library. Thus, one might ask if it is worth it. The LibQUAL survey certainly has
its pros and cons, but it gives an opportunity to look at things from the customers’
perspective. Moreover, the customer view has to be taken into account in order to be
more competitive and to meet financial criteria. Becoming more efficient and

effective will nevertheless means finding a balance between customers’ needs and the
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strategic goals of the parent organization. Customer voices and the transformation of
the universities’ operating environment call for proactive behaviour as well as
partnership building with research and teaching. Library investments in this field will
produce customer capital for the whole university. Customer satisfaction with library
services has a positive correlation with the overall image of the university and most
importantly, with its financial state. Not only does the adoption of the customer-based
perspective allow the library to achieve its objectives in terms of giving continuing
customer satisfaction, but it also results in improved efficiency within the parent
organization. Maskari and Sanderson (2010) have shown that user satisfaction is a
subjective variable influenced by several factors (e.g. system effectiveness, user
effectiveness, user effort, and user characteristics). They make clear that:
¢ However, it must be emphasized that when users do not have previous experience in the IR
system under evaluation, it is likely that the group’s expectations are low concerning what to
expect in terms of the search engine’s quality of output, thus causing very little variation in the
users’ subjective ratings of their satisfaction. Therefore, IR system evaluators should consider
all factors listed above regarding measuring user satisfaction. To accurately measure user
satisfaction, for instance, it is not enough to say that system effectiveness does not influence
user satisfaction; we also need to consider user experience with the IR system under
evaluation.’ (p. 15-16)
Many libraries in the world use this tool to check the user satisfaction and the service
quality (Hiller 2001; Dole 2002; Hitchingham & Kenney, 2002; McNeil 2002; Wall
2002; Cook et.al.,2003; Falcone & Rivera, 2005; Roszkowski, et.al., 2005;
Thompson, et.al., 2005; Brown 2005; Creaser 2006; Harer 2006; Heinrichs,et.al.,
2006; Kyrillidou & Person, 2006; Chen 2007; Timmer and Glas,2010; Kiran,2010).

4.2.4 Service quality and measurement
Satoh et.al.(2005)while working in a project at the libraries of four universities in

Japan, England and Finland tried: ‘to recapture the four dimensions in the concrete
contexts of library use’. They concluded after analyzing and mapping according to the
dimensions: ‘Effect of Service — Personal,” ‘Library as ‘Ba’’,” ‘Collection and
Access’ and ‘Effect of Service — Organizational’. Generally services quality is an
object of investigation in the whole world. There are various investigations in the

literature on this subject area. Assessment measures taken and the applied tools are
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common or different but the intension is always the same: to improve the service and

its quality.

Simmonds and Andaleed (2001) argued that the combined method of running regular
analyses along with the introduction of new indicators to assess the library’s service,
may prove to be a useful tool for defining user policies and more suitable designs for
the various information resources and services. They emphasized on the importance
of the perceived quality of the library resources:

‘academic library users frequent their libraries to find solutions to their academic problems

and needs, it is imperative that libraries have the right kinds of resources available; otherwise,

users will go somewhere else’ (p.633).
Barton ( 2004) has shown that the progress in the field of EIS assessment in libraries
has not extended. The progress has been made through initiatives such as the ARL
Statistics and Measurement Program and projects such as the EQUINOX project,
COUNTER, EDNER+, the ARL’s LIBQUA L+initiative, the JUBILEE project, and
most recently the eVALUEG project are just relative new and are not applicable
beyond their university boundaries. Hartland and Thebridge (2003) analysed
strategies which potentially offer evaluation tools for EIS assessment. They presented
the potential types of evaluation conducted by research students, on administering
staff, using feedbacks, monitoring student use etc. Their research is part of the
eVALUEd project which is an evolution model for e-library developments and is
hosted in the Centre for Information Research (CIRT) at the University of Central
England. The project was aiming to develop a transferable model for e-library
evaluation in higher education and to disseminate and train professionals in e-library
evaluation (E-valued, 2003). Another one organised and structured efforts to measure
the EIS usage is EDNER+ project by CERLIM (Brophy, et.al., 2003) by investigating
into the impact of the Information Environment into the higher education and further
education. Apart of the above, there are also individual efforts to investigate the use of
EIS (Majid et.al.,2001; Ho & Crowley, 2003; Sayed & Murray 2003; Shi et.al., 2004;
Hsieh, et.al., 2006).

Librarians and information specialists have argued about libraries’ impact and
outcomes of relevant researches. To make it clear about, the term ‘outcomes’: “...can
be seen as the eventual result of using library services, the influence the use had, and

its significance to the user’ (International Encyclopedia of Information and Library
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Science, 1997). In a paper, Thebridge and Dalton (2003) presented achievements
made in America and United Kingdom in relation to the library assessment and
outcomes. This area seems to attract the researchers’ and practitioners’ interest.
Gratch-Lindauer (2002) dealt extensively with the area of assessment and library
outcome after an analysis of current and draft standards and documents of the regional
accreditation commissions. Ambrozic (2003) examined the need to measure library
impact and outcomes in the context of Slovenia in order to achieve better services and
operation. Poll (2003) tried to assess a direct outcome of library services on the
academic success of students and academics or on the results of professional work by:
‘ the average time per week spent in using the library, the number of books borrowed;
the use of the reference desk and the attendances at user training lessons’(p.10). He
argued that libraries understand the need of demonstrating and proving the benefits
achieved by their activities:

‘... they can inform about the social value imputed by users and non-users of libraries, or the

outcome on information literacy, information retrieval, and even on academic and professional

success’ (p.11).

Poll and Payne’s (2006) later work in this field has provided more useful examples
and information. The important thing is to apply an assessment tool focused on
achieving better understanding of services and users, as Jackson (2001a; 2001b)
proposed, by an assessment way of Hylife project service effectiveness. The criteria
used are not standards but come through the local demands. This is another option,
which could be effective providing the appropriate feedback to support and improve

services. Invention was the basic element for success of this evaluation process.

4.2.5 Statistics and their role
Statistics has been the basic tool of assessing libraries service quality for a long time.

Their role is ambiguous. Professionals argue about the advantages and their
disadvantages. Ashcroft (2002) claimed that: ‘... usage statistics are clearly the most
favored means of evaluation’ (p.151) on the world although the use of in-house
statistics indicates that statistics produced by publishers may be less than adequate.
The doubts about the use of vendors’ statistics are mentioned by Ashcroft who said

that: ‘... in a mutually beneficial relationship, all involved need to be aware of each
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other's needs and problems’ (2000, p.471) so libraries and vendors need to know
about the usage but also, they have to create common way to assess the usage in order
to be benefited both sides.

Liu and Cox (2002) proposed a system to monitor the electronic resources usage of
specific journals. In order to show the accountability related to the cost of e-journals,
they propose the use of statistics as a source of information to guide our selection and
acquisition decisions. They argued that vendors’ statistics are not comprehensive:
‘Unfortunately, the usage reports provided by most vendors are not comparable,
reliable or consistent’ (p. 32) and they cannot compare the information they provide.
Thus, it is not possible to trust their reliability and accuracy. Duy and Vaughan
(2003) compared vendors’ statistics and local statistics in North Carolina State
University. Their results show that while the provided data in terms of patterns of use
are fairly similar the quantitative values are not. Reaching in the same conclusion,
they concluded that: ‘The difficulty here is in knowing what data are more reliable’
(p.20). They also proposed that data should be collected in the same way by vendors
and libraries. Furthermore, the deliverables include producing appropriate models

taking into account that statistics are the only way to assess the library’s services.

Cheng, et al. (2002) presented a program of gathering statistics in order to explore the
electronic services usage. Multi- task gathering from different dimensions aims to
achieve full recognition of any user need by providing conclusions on management
and financial improvement decisions. Frangou et al (2001) and Sugarman and
Demetrakopoulos (2001) expressed doubts about the vendors’ statistics
comprehension and their effective role on library services assessment. Specifically
they say that the electronic services available through the consortium are used widely
but they collaborate with different hosts while not all of them use the same form. As a
result they cannot compare the information retrieved about the electronic services,
provided in different form and depth sometimes. Libraries ask for statistics in a

specific form.

Rozic-Hristovski, et al (2002) analyse the web log usage to assess the use of the web.
It is a useful tool although the research concerned general information across the
internet and was not about individuals or in an analytical stage. The tool gives the
library the opportunity to examine the statistics. It is a way to check the information

behaviour. They concluded:
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‘The analysis of the website usage behaviour revealed groups of visitors having similar needs
and interests. Concrete knowledge about the way that visitors navigate the website will
improve its design and content to increase efficiency and effectiveness’ (p.216).
Coombs (2005), in a project which he undertook in the university of Houston library,
used the log of electronic services data and found them useful in order to discover not
only the used sources but also information about where, when, how and why the

sources are used.

Sacchetti (2007) examined the role and the application of the ISO 9000 statistics tool
in terms of the usage and benefits for libraries. He claimed that it has been proved to
be very useful in human resources development, user satisfaction and continual
service improvement. In another work in the same area, Kaur et al (2006) described
the steps in attaining the ISO 9001: 2000 quality management system certification at
the University of Malaya Library. They found it a useful tool in organising and

supporting improvements in the university context.

4.2.6 User instruction and its consequences for librarians
All the changes in the information provision affect the traditional user instruction

process in the libraries. Librarians face the problem of having to be very quick on
instructing about EIS if they want them to be used. This affects their role, their
responsibilities and their skills. Moreover they find themselves looking for different
ways to assess their teaching results in order to establish the importance of their
services as well as to evaluate the outcome of this task.

4.2.7 Teaching as an expansion of librarians’ role
All these technical services and the consequent sources results in the aggravation of

an old and a new problem. Users needed support to use the information services but
now need more to benefit from all the technological developments and the
information available through them. Librarians always support users but now this is
more essential than ever. Fidzani (1998) in the University of Botswana searched the
use of library services and resources and found: ‘...graduates do not have adequate
training in the use of the library and that some of the students are not aware of the
services which the library can offer them’(p.337). Simmonds and Andaleeb (2001)

62



proposed and tested a model to explain the use of academic libraries. They discovered
that:
‘Emphasis on instruction and knowledge on how to use these resources can help to increase
library usage and also to enable them to evaluate more effectively the resources they find
when they do research’(632).
Rudge and Wilson (2001) argued that: ‘There is an increasing need to effectively
train our users in the use of electronic information and to develop users’ skills to
facilitate independent learning’(p. 44). Something which is quite obvious to libraries,

driving them to develop training programmes in a variety of forms.

In the literature there is some quite confusing terminology in the field of user support-
user education, user instruction and information literacy. Thompson (2002) clarified
the difference between Information Literacy (IL) programmes and Traditional
Library Instruction, by providing an explanation for the movement from the second
to the first and analysing the current trends which demand IL:
“The difference between the approach in traditional library instruction and information literacy
is that the former assumes that library instruction is an add-on or a plum to make the course
better if the librarian is able to convince the professor to give up the class time, whereas the
latter establishes as a principle that information literacy is an essential ingredient in the
education process and must be embedded into the course structure along with the other vital
components of the course. Information literacy asserts that library instruction is not a frill or a
desirable extra component, but rather is an intrinsic part of education today’ (p.227).
Owusu-Ansah (2005) while trying to identify the content of the term literacy,
suggested librarians to concentrate on the expectations deriving from such unanimity,

and outlined those expectations.

The fact is that the librarians’ role has changed. It has been expanded to become more
intricate in the teaching and learning process. The users’ need to be instructed on how
to use libraries, has forced the researcher to think beyond the simple induction
sessions and the traditional ways of providing user support. There are studies,
(Banwell 2004; Korobili 2005) which support the idea of user education embedded in
the university curriculum and in some universities, has already be done. Banwell et.al
(2004) explained how EIS can be embedded in curricula and learning experiences.
Raquepau et.al. (2002) presented a model of Information Literacy through which they

examined the results of an embedded program in the curriculum: ‘INFO220 was a
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successful course when measured by various tangible results: students' grades, student
evaluations, pre- and post-surveys, and self-assessment’ (p.320). This means that even
if librarians could persuade the university about this necessity, they would also have
to be prepared to support it in terms of their qualifications, skills, staff, time and
educational facilities. Doskatsch (2003) proposed that librarians should involve in
teaching process more actively and that is a necessity. Moreover she moved forward
by supporting that an effective role on this field requires a convergence of
pedagogical knowledge, information expertise, technological competence, strategic
skills and professionalism. She wrote:

‘Librarians should involve in teaching process more actively ... Effectiveness in this role

requires the convergence of pedagogical knowledge, information expertise, technological

competence, strategic skills and professionalism.’(p.113).
She held that the pedagogical background of librarians will be a quite important
qualification. This role expansion requires new skills and qualifications. This means
that the role of the librarian is going to be more complicate than what it used to be.
She insisted that the pedagogical background of librarians will be a quite important
qualification. Librarians should be ready to give technical support to their users so
their role demands technological qualifications. Librarians’ qualifications have to be

expanded to use the electronic sources and promote them effectively.

Promotion policy consider in such extent as to attract users making a service
successful in Nigerian university libraries (Nwezeh, 2010), a practice which should be
used also in Greece (Makori, 2010). Databases and electronic services interface
always change so they have to be aware of the new interfaces and Information literacy
skills. The promotion of the services is necessary and has to have a way to be
evaluated as well as measured its effectiveness according to Kiran (2009). A
promotion policy for any user has to be part of the everyday operation of libraries.
Supporting this Germano (2010) has proposed a narrative-based marketing plan for

libraries and has emphasises on promotion policy usefulness.

4.2.8 The role of instruction
Rader (2000) presented a 25-years review of the literature on user instruction and

information literacy. The expansion of the fields has moved from user instruction to

64



Information Literacy under the changes which occurred on education and technology.
Debowski (2000) wrote about new library services as a result of technological
developments but also mentions the importance of user instruction. Her opinion is
that:
‘Our challenge is to reframe our notions of information service as users move toward
electronic information retrieval. This could mean some drastic revisions to the way users and
their needs are perceived. The challenge of creating users who are information literate is not as
simple as it first appears, and will require some significant reviews of the ways in which users
and information workers relate’ (179).
Kavulya (2003) described the conditions in Kenya and defines the important types of
information literacy skills as the following:
‘Library orientation, library manuals personalised reference services, and computer oriented
training programmes and communication skills courses are useful in that they focus on the
main problems of fresh undergraduate students: finding materials they need, and knowing
when, and from whom, they should ask for assistance with confidence’(p.221).

He believed that: ‘there is a need to develop programmes that address the different
information needs across all the courses in the university curriculum.’(p.221) The user
education strategies as they are presented by Lau (2001) are:

‘The user education program evolved based on the experience and challenges faced by the
library staff, the availability of more librarians, the growing awareness of the university
authorities of the role of libraries, the faculty recognition that students lacked information
skills, and the expansion of information collections and services. Therefore, the instructional
strategies were implemented almost one by one’ (p.97-98).

Dorner et al, (2001) presented a general instruction programme and Information
Literacy is part of it. They argued that instructional programmes have to last and not

include just a session or two. The lifelong learning idea is behind all the presentation.

They proposed:

¢...the model of delineating specific information literacy skills across courses and programs

k)

for specific content/practice-based applications will be continued in the nursing academic unit

(p.140).

The basic message from the Burton and Chadwick (2000) is that any instruction either
through the Web or in class is useful. Users develop a list of criteria during their

searching activity. They apply this list to any resource after it. This way of
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constructing knowledge and transferring it in the next experience is not far away from
Piaget and the current trends in education. They also argued that:
‘if teachers want student writers and researchers to stop using sources irresponsibly or
inappropriately, they must take responsibility for training students in strategies of critical
evaluation and urge colleagues across the curriculum to do the same’ (p.325).
Hearn (2005) presented a more active librarian’s role as co-instructor in an
information literacy program for undergraduates and talks about the various problems
that librarian face in order to fulfill this task. Ashoor (2005) reported that developing
countries face ‘a number of problems which stand in the way of developing their IL
programs. The three major problems confronting these countries are the traditional
educational system, the low literacy rate, and the low level of publishing. He
concluded:
‘For developing countries to adopt an IL concept, they must tailor it to meet their specific
needs and suit their local environments. The development of IL in developing nations is
inhibited by the problems of a traditional educational system, low literacy rate, and a low level
of book production’ (p.308).
Oduwole and Akpati (2003) talked about a new university and a new library in Africa,
where any service is new. Their study indicates that:
‘automated services at the university are relatively easy to search and do not appear to require
previous training in information technology use... This finding supports the earlier submission
that you do not need to be a computer expert to use such automated services’ (p.230).
The problem is when the available information is too much to be searched and then
the users have to develop critical thinking criteria. Many researches around the world
working on the field of the user instruction prove that information literacy is an object

of research all around the world and express the librarians’ efforts on this field.

4.2.9 Instruction on line
The idea of Web use for user education seems to be another solution in order to cover

the users’ needs. Rhodes and Chelin (2000) surveyed 68 UK university libraries and
three-quarters of the libraries making use of the Web for this purpose. Although the
reason for this provision comes from the idea of independent learning and user-
centered practice, the web-based instruction is unlikely to completely replace

traditional methods, but it can be used to supplement and extend existing provision.
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Tricarico et al (2001) proposed an online tutorial so as to face the problem in
Information Literacy. The importance to design it carefully is emphasized. They
concluded:

‘Perhaps most important is the fact that in the course of this experience one cooperative

project, with the Colleges of the Fenway, led to a larger collaboration among librarians in

small academic libraries throughout New England’(222).
The movement of the Information literacy towards virtual learning is a fact according
to Joint (2003). A few years later Joint (2005) expressed his thoughts about the
possibility of deputising the user education process with a more powerful mechanical
information retrieval tool like a portal providing special support. This practice could
eliminate any user-librarian interaction and the results could be tremendous for
libraries. Yi (2005) reported the idea of the ‘cyber-delivery’ IL which she viewed as
inevitable and driven by a variety of factors, concerning the pressure to find the most
effective educational approaches to train students to use EIS. The ultimate intension is
to encourage independent learning and student-centered education. The practice of
using web to support user searching results on looking for a solution by librarians to
discover users’ education needs. Rutter, Matthews (2002) and Patalong (2003)
presented their experience on this attempt. The role of instruction librarian in the web
design is essential in order to achieve independent users according to Vassiliadis and
Stimatz (2002). Communication and collaboration is not a subject between different
departments of the university but also in the library. Online instructions seem to be a
solution for remote and distance users. It could be an answer to user support in

electronic environments.

The role of instruction has been recognised by academic librarians in Greece.
Academic libraries did not have fundings to support and create appropriate instruction
for all the library services or specifically for the electronic services. Through the
EPEAEK during the year 2000 only 300 users participated in instructional sessions
supported by the central library while the departmental libraries educated users in
groups or individually but not in a formal way. Electronic services and users’ pressure
make it clear that all the investment in the academic libraries would be useless if users
did not know how to use them. As a result, on-line tutorials and users’ guides have
been created to support users or remote users. Korobili et al (2008) reported this
picture as well and said that most libraries in Greece and Cyprus deliver some kind of
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library instruction but not information literacy programs. She mentioned that lack of
space and lack of pedagogical skill along with funding. Also Korobili et al (2009)
have shown that students who have not completed an assignment in the previous
semester, are not acquainted with the scientific sources available in the library. They
argued that: ‘However, there is a difference between those respondents who have
‘attended an IL course integrated in the curriculum’ and those who have not’ (p.340).
Additionally Malliari and Nitsos (2009) reported the necessity to provide information
literacy programs and integrated them in every curriculum. Academic libraries’ effort

to cover this area nowdays, results on more formal instructional sessions.

4.2.10 Assessing the effectiveness instruction
Librarians should assess the usefulness of any user instruction. Bracke and Dickstein

(2002) checked a web tutorial. The tutorial was compulsory and curriculum
integrated. They proposed ways to estimate tutorials and instruction:
1.°‘Over four semesters, the authors have found that using an assignment-specific Web tutorial

in conjunction with an instructor-led, in-class preparatory exercise is an effective method of

delivering library instruction to large classes...’

2. “...Interactive Web tutorials can be used successfully for library instruction for large
classes. The success of this instructional method is enhanced when there is good collaboration
between faculty and librarians, librarian persistence, and a willingness to experiment and learn
from mistakes. The success of the tutorial was enhanced when it was integrated into the course
and augmented with an in-class exercise’ (p.335).
Emmons and Wilkinson (2001) checked the electronic class effectiveness by
analysing the design and the parameters. The environment and its impact on students
could affect the outcomes and the students learning level. It was tested actually in the
ergonomic aspect. This is another aspect which is not much emphasised in literature.
Many issues about health and comfort came up through this article. In the same line,
Hoffman (2003) presented the process of production, assessment and evaluation of a
new online interactive instruction class:
“Though early in its electronic infancy, the course shows great promise, as evidenced by an
increase in positive comments on the student evaluation form, and an improved passing rate.

And through ongoing enhancements, it will increase in relevance and application to other

curriculum’ (p.209).
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Hsieh and Holden, (2010) in their survey reveal that most students have been benefit
by their ‘single-session’ information literacy course. According to Wong et.al, (2006)
it is not enough to provide user instruction but the assessment of the provision is
necessary too, in order to achieve better results. In order to improve library instruction
the Hong Kong University of Science and Technology Library conducted a formal

assessment on its instruction program in 2004 researched by them.

If librarians want to create effective user instruction, they have to consider the
learning styles as they are presented in the relevant literature. Doskatsch (2003)
concluded that service assessment is more than necessary and this because through it
we can check the outcomes. She claimed that:
“We need to establish quality assurance mechanisms to measure the effectiveness of
information literacy programs. We must produce research evidence to substantiate our claims
that the educative role of librarians benefits teaching and learning outcomes’ (p.25).
Resnis et al (2010) perceptions about university community (among professors,
librarians, and students) were similar. As a result, the course plans could include
additional assignments to make the process of research more explicit.

4.2.11. Communication and collaboration
Communication and collaboration seems to be important elements in libraries’

operation. Swan and Panda (2009) argue that academics increase the use of EIS
attitude which in turn creates the necessity to communicate with them. The library’s
transformation as a result of the modern technology requires new management and
new policy. The literature reveals that the complexity of the EIS demands firstly of all
communication between libraries and faculties with all the ensuing consequences.
According to Yu, a library can introduce a model of ‘Faculty member as a library
specialist of the library’ (Yu, 2009, Bennett and Gilbert, 2009). The successful
collaboration with the faculty and they university in building students curriculum is
essential according to Riehle (2008). Services which are not recognized by the
university community could not exist for long. Communication should be extended to
include academics, without which, user instruction could not be effective. But the
necessity of cooperation and communication does not stop here. Libraries should

collaborate with computing departments in order to achieve better quality in their
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services. Furthermore, other departments of the university should probably be partners
in the libraries’ effort to provide their services. Moreover communication and
collaboration with students is necessary. According to the current literature, the role is

crucial.

Librarians have been asked to play the teacher’s role in an area which they did not
know so well and so thoroughly. They were forced to attend relevant seminar to meet
the new requirement. On-line instruction is part of their efforts. The EIS usage is
supported by on-line tutorial CAL packages, FAQ and any possible other help link on
the website. Moreover they create and develop assessment tools to check the

effectiveness of the traditional and current user instruction.

4.2.12. The importance of collaboration with academics and other parts of the
university community

Collaboration seems to be a quite important factor throughout literature. Electronic
communication has transformed library services and communication between
libraries, while computing and academic staff is essential. Dorner et al, (2001)
emphasised the role and the importance of collaboration. Doskatsch (2003),
Cunningham and Lanning (2002) advocate librarians and faculty collaboration on
information literacy programmes. They recognised the necessity and proposed ways
to achieve better collaboration. Doskatch (2003) reported that the collaboration is
imperative under the circumstances while she predicted that collaboration between
teaching academics and librarians and Information literacy and educative role of

librarians demands will be complex.

The idea of partnership is present in Burton and Chadwick’s (2000) work. They
proposed that faculty can team with librarians to train students in conducting smart
searches and approach the information effectively. Kavulva (2003) mentioned the
notion of partnership: ‘The teaching faculty can contribute to effective information
literacy programmes by encouraging the students to use libraries and build
information usage into their teaching programmes’(p.221). Sanborn (2005) discussed
the importance of faculty collaboration and outlined the process of creating a library
instruction session while obtaining and utilizing faculty collaboration. He suggested
that library instruction is improved when combined with faculty collaboration and that

ultimately library instruction is linked to academic success.
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Sugarman and Demetrakopoulos (2001) had described an interesting partnership
paradigm that could be used and which concerns the reference interview and
bibliographic instruction:
‘Academic librarians are actively initiating partnerships with faculty and students. Despite this
new dynamism, however, the primary objective of librarian-faculty-student cooperation
remains the accomplishment of a short-term goal in response to an immediate

research/teaching request...deriving its success from the continuing participation of librarians,

faculty members, and students’ (p.151).
Rudge and Wilson (2001) had also emphasised the cooperation role:

“Through co-operation and collaboration through-out the profession we can ensure that the
students of today will become the successful multi-skilled information professionals of
tomorrow” (p. 46).
Hooks and Corbett (2005) further on supported that: ‘collaboration between librarians
and graduate faculty members is an essential factor in enhancing an information
literacy program at the university level’(p. 245). Collaboration between librarians and
faculty is a relative new trend in Mexican academic libraries. Lau (2001) examined
the level of partnership in Juarez University of Mexico:
‘The partnership between faculty and libraries set the basis for the education of future
graduates who will have the information skills needed for life-long learning and for a
productive professional career. At the heart of the user instruction changes promoted by
libraries was the identification of a learning-oriented education process for the university’
(p.104).
Specific conditions in terms of academics’ demands and students’ needs. Actually the
academic conditions are quite similar to the Greek learning and teaching process

(memorisation, one book etc).

According to Thompson (2002), collaboration and partnership play the key role in
effective instruction: ‘Faculty and librarians are natural allies in the educational
process: they both encourage reading, writing, and research; they both stress critical
thinking; they both are interested in the life of the mind; and they both are
educators’(p.233). Nimon (2001) argued for effective measurement of Information
Literacy program outcomes through shared assessment of student learning. He
believed that: ‘...measuring information outcomes will be difficult and will need to be
context-specific to be meaningful’ (p50). The meaning of the information literacy

outcomes is linked with the partnership between library and faculty and is affected by
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the teaching programs. Partnership should take place in operation with computer
departments to improve the electronic service quality but also with any other part of

the university community.

Collaboration is necessary with academics to support their teaching role and make
them aware of the libraries services. Dugdale (1999) exhibited the importance of
cooperation and partnership. Collaboration is part of the current literature in a
diversity of service applications: ‘Academic and library staff must work more
closely...developing such close relationships to ensure an efficient and cost-effective
service’ (p.15). At Griffith University Abbott and Peach (2000) presented an
instruction program applied in three stages. They paid attention to the role of
partnership and integration of Information Literacy in curriculum integration. Rader
(2002) also argued that partnership is a challenging area in libraries and should be
extended to on campus and off campus, to academics and researcher but also to other

institutions and libraries.

Moreover success can only be achieved through collaboration between library’s
personnel and experts in the different disciplines. Cain (2003) emphasised
collaboration with IT specialists: ‘Librarians and technologists are becoming
increasingly interdependent, so to achieve their goals they must cooperate’ (p.181).
IT people and librarians have different tasks but serve the same goals. Their
relationship should have better services as a result. Bruce (2001) wrote an article
which describes the attitudes of Australian academics to the developmental
partnerships with librarians and other university departments. Cooperation should be

part of the library operation in any possible way.

4.2.13 Summary
Technology has emerged in libraries and huge changes occur in all levels of their

operation. Librarians could not ignore the big challenge and react properly. Research
has been done and librarians try to provide users with an effective and useful service.
Information seeking behaviour has been the object of research in many different

disciplines. Information scientists pay considerable attention to this area. They look

into information seeking behaviour, they produce models and try to apply them in
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order to achieve quality service. They study the use of EIS, find out the emergent

problems and recognise specific users’ needs in different disciplines.

Service quality is an object of investigation in the whole world. There is a lot of work
on this subject area. Assessment methods and tools are common or different but the
intention is always the same: to improve the service and its quality. Librarians as part
of this world develop tools to find out the real intention behind the users information
behaviour. They create statistics and develop qualitative research in order to complete
this goal.

4.3. Access and user friendly services

Services are available through the libraries but the question is in which terms.
Information scientists identify some important areas about EIS accessibility. The
place and the equipment determine the way of the service usage. The interface and the

way of the EIS presentation are two other factors which could affect their use.

4.3.1 Accessibility and availability
Technology advances rapidly affecting libraries’ operation. There is information

proliferation and users have the opportunity to reach information from all over the
world in a few minutes. Libraries have the services and sources on their website so
that users could see them but in what form and how easily available are they? As
Thapisa (1996) stated: ‘information seeking therefore is a function not only of
awareness of the possible existence of documents but also of their availability and
accessibility’ (p.76). These questions have to be examined in detail by librarians. In
the 1997 Greek Academic Libraries conference Garoufallou and Siatri (1997) showed
that access to the libraries’ sources off campus was not so easy. Today it is even

easier. Most of the services are accessible on the web on or off campus.

But people are not always positive to changes and librarians should check the proper
use of the electronic services. Marcas et al (2000) argued that: ‘...Users seem to like
having all library resources available at one workstation’(p.171). But after all these

changes, a problematic has been revealed:
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‘Many patrons, by training and habit, are used to the ‘old” workstations and are therefore
hesitant to retrieve information on the new stations... although we wish to encourage Internet
use as a library resource, we do not yet know how to stop ‘chatting’ and sending of private e-
mail from these networked stations, though we were aware from the start of the potential
hazard. A third problem is lecturer awareness’ (p.171).
Another problem, directly connected to linking, is the variety of databases (Mok et.al,
2006). Also,as an effort to improve the conditions Ma and Cole (2000) examined the
database expert system, which has been created to facilitate information retrieval
without librarians' meditation. Their university experience has produced a system like
this and describes difficulties and implementations. It concerns general improvement
in the provided electronic services and it is an interesting proposition. They argued:
‘We have developed a prototype Database Selection System, which helps users navigate the
range of available electronic resources databases and provides advice on the selection of the
databases. We have collected knowledge from human experts and from printed and electronic

resources, developed a database selection algorithm - a decision model - and incorporated the

algorithm into a computer decision process’ (p.219).
Melgoza et al (2002) working on the same subject they found that

‘For users, accessibility ranks as the most influential factor... convenience-effortlessness- as
the second most influential factor and ease of use was cited as the third most influential factor
when seeking information’(p.39).

Marchionini (1992) talked about the interface importance and predicted that:
‘Computer-augmented will become increasingly more pervasive and more
complex’(p.161). His approach is closer to the technological aspect. He presented a
model of development in Information seeking. He focused on the importance of user-
friendly interfaces and development of its importance in the interaction process
between human and systems. Garoufallou et al (2005) wrote a comprehensive article
which advises librarians to build simple, clear and useful websites in order to achieve

user friendly interface and as a consequence more users.

Services interface, what users see on the screen, is an important parameter that affects
the service usage. Usability testing is another area, which computer and information
have sciences researched the last years. Then usability testing is:

¢...a means for measuring how well people can use some human-made object -such as a web

page computer interface, a document or a device- for its intended purpose, i.e. usability testing

measures the usability of the object. Usability testing focuses on a particular object or a small
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set of objects, whereas general human-computer-inter-action studies attempt to formulate

universal principles’ (Wikipedia).
As McMullen (2001) stated librarians have to consider this parameter as well. She
was saying that: ‘The library Web interface represents a critical meeting ground
between the information professional and the individual who is seeking information’
(p.7). And she continued: ‘Usability testing can be an eye-opening experience for
librarians. One lesson all librarians could learn from usability testing is that we cannot
make broad assumptions about how our users are interacting with our library Web
sites and accessing our resources’ (p.16). Battleson et al (2001) concluded about
usability testing of an academic library website: ° Results of testing lead to
recommended changes, which will, in turn, need to be evaluated, implemented and
tested again’ (196).

Nowadays information and accessibility is a quite complex area. There are many other
parameters which could affect and make the information accessible or not. Thapisa
and Venus (1999) have shown that quality of service should not be based ‘on the
system and procedures’ but librarians should concentrate on their users, develop
communication systems and make their user aware of the available information and
the users’ specific characteristics. For example Hachett and Parmanto (2005) in
research about library web design for people with special needs found that they
become progressively inaccessible as complexity increases. The electronic
information provision is not an one-step process but a service which requires
management, communication and marketing skills but also technical and pedagogical
knowledge. Using the new technology organizations and librarians have to provide
new sources and services. The ultimate aim is to provide them to the users and
support them in their academic life and career. OCLC carried out a study which yields
powerful recommendations for librarians on how they can influence students’ web-
based information choices. Findings identified several barriers to users’ successful use
of library resources:

‘Inability to access databases remotely due to password requirements and/or license

restrictions, difficulty searching and navigating within the library and its website costs of

copying and printing at the library Shortage of knowledgeable librarians, lack of the customer

orientation they have come to expect as consumers.” (OCLC, 2002, p.9).
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Literature strongly suggests that there are real opportunities for academic librarians to

connect students with libraries’ high quality resources.

4.3.2 Summary
There is a number of basic problems which information scientists recognise as a result

of the advanced technological services and sources. There is information proliferation
and users have the opportunity to reach information from all over the world in a few
minutes but this is not the best thing for all. Libraries have the services and sources on
their website and users could see them but in what form and how easily available are
they? All these services require technical equipment and technical support, something
which is not easy. Moreover people are not always positive to change their habits and
trust the new services. Librarians should check the proper usage of the electronic
services. Services interface, what users see on the screen, is an importance parameter
that affects the service usage. Usability testing is another area, which computer and
information sciences have researched over the last years in order to ensure the best

possible EIS use. Nowadays information and accessibility is a quite complex area.

4.4 1T skills and needs in current information environment

There are all these technological facilities, all these services and sources but what
about users? How do they feel and what do they do with all these? Information
scientists have made a lot of research upon the information proliferation and the users’

feelings.

4. 4.1 Information proliferation and the libraries response
Several services and sources have developed to improve libraries in the world

(Somerville and Brar, 2010). Technology has a decisive role in the library operation
and education. Brophy (2000) proved that the development of information and

communication technologies (ICTs) is the most important and most far-reaching.

Electronic technology is going to improve the services and sources in terms of

accessibility and availability. Suarez-Balseiro et al. (2001) wrote that:
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‘...the use of databases as a source of information had increased considerably among the
various user groups in the university due to improved accessibility and availability of titles
suited to users’ information needs’(177).
Tenopir (2003) presented an article and mentioning the increase of the electronic
service, sources and their various forms. She argued that:
‘Even though librarians today have many more decisions to make, online life has gotten better.
Because the web is a model platform, users are demanding online content, linking is
widespread, and online resources are the most important part of a library's collections and
services. Chat and e-mail reference services are bringing librarians to the online patron’(p 36).
Library operation has been affected by technological developments. In a multi study
Franklin and Plum (2002) found out that technology helped to increase the library’s
usage by remote users:
‘The studies demonstrated that remote usage of networked electronic services significantly
exceeds in-library usage of those same resources. In varying degrees, remote usage was larger
in volume than all other library services combined as well’ (p.131).
The authors found that: ‘the distribution of usage of electronic services and print
journals show a similar pattern, although it seems that researchers are depending
more on the electronic resources than traditional print journals’. The important point

is that the electronic sources have increased and affected user behaviour.

The process of electronic provision service is an on-going task and lasts as long as

technology is developing. Mutshewa and Rao (2000) reported that:
“The University of Botswana Library uses the available information technology resources to
enhance its service. From time to time, the library professional staff is in search of new ways
to improve the service. Information technology has been put at the forefront in the library's
quest to provide quality service’ (p.319).

Ma and Cole (2000) explained how information proliferation is part of library’s life

today. Internationally more information and services are available through the Web.

On the other hand Ball (2000) claimed: ‘The information environment has become
even less transparent and more complicate’ (p.12). There is plethora of services and
sources. The libraries’ services on the web are getting complex and improvements are
taking place all the time. Poo et al (2001) presented the application of an electronic
librarian (E-Reference) who helps the user to achieve effective and useful information

retrieval in the online catalog.
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Another interesting service available through the website is the’ reserve’ service.
Dugdale (1999) described the usefulness of this service and its effect on the teaching
and learning process. Martin and Metcafe (2001) presented the usability of the
Current Awareness Services (CAS) and Selective Dissemination of Information
(SDI), both available through the Web directly to the end users. Moyo (2002)
proposed the idea of an on-line, real-time referencend:
‘ORR not only makes the services more accessible, but also enables a patron to request this
assistance at the point of need, helping the library move towards an anytime, anywhere
service’(p.20).
In Liverpool John Moores University, Ashcroft and Watts (2004) investigated the
provision of e-books in 127 academic libraries in the UK and all the related
phenomena with this provision. Their research proved the complexity of the

electronic information environment and the consequences behind it.

Various services and sources are developing in order to support or forecast users
needs. Electronic catalogs, databases, portals and gateways, reference services,
question points and many other services are part of the technology exploitation and
development. Librarians’ activation and creativity as well as users’ needs and

requirements determine the level of the technology in the library’s operation.

In Greece the conditions are not far away from this picture. The increase of electronic
sources in Greek university libraries has been presented in an article by Fragkou-
Mpatsiou et al (2001) who draw the same picture. According to formal statistics from
TQMU (2003) the electronic information has increased in the last decade. Almost all
the academic libraries have the OPAC on-line and their website provides access to
various electronic services and sources (2001). Browsing across the academic library
pages someone could find FAQ, on-line tutorials, library rules and much more

information, which concern their operation.

Katsirikou and Skiadas (2001) described the impact of chaos theory and the
consequent chaotic behavior on the libraries operation today, because of all this
information and technological explosion,. As major factors they consider: the plethora
of technological facilities, the dependence of resource providers and the increasing

supply and diversity of information resources.
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4.4.2 User attitudes and feeling
Users demand more and easier access because of the new technological achievements.

Their demands have been multiplied with all these facilities and information service
and sources available. Students expect the electronic system to find the information
they want quickly while information should be easy to access and accurate. But in the
real life things are different; users are disappointed and they receive less than they
expect (Dunn & Menchaca, 2009). The situation is not different in Greece where users
assume that with just a “‘click’ they could find everything. Electronic systems are
complex and users should be aware and have specific skill to retrieve the appropriate
information (Sitas, 2000). As Waldman (2003) found that:

¢...significant support about that students who frequent use the library more often are more

likely to use the library's electronic resources; and for that students who express an interest in

learning about the library's electronic resources will be more likely to exhibit higher self-
efficacy’(p.16).

By analyzing the results from a survey on a class of freshmen, she found that:

‘...while age and gender were not related to use of electronic resources, self-efficacy was.
Self-efficacy, the belief in one's capacity to act in order to achieve one's goals, was related in
our research to a higher use of both the library and of electronic resources’ (p.17).
The Jubilee program supported by JISC in the UK concerns the EIS use. According to
it research faces problems because the old means and ways research is done, could not
be applied anymore and users are not very positive to participate and use the new
means because of technological fear or because they are afraid of lack of knowledge
or qualifications. The users’ attitude to the Internet is not always positive and some
users prefer the printed version (Gannon-Leary 2001). Melgoza’s et al (2002)
research revealed that:
“The survey results show that for scholarly research or serious curriculum needs the use of
printed materials is still popular among faculty and graduate students, while undergraduates
primarily prefer to use Internet services’(p.32).
Shuling (2007) investigated on China universities and found out that the majority of

the participants selects and uses printed and electronic sources of information.

A Patras University survey showed that: ‘a Greek user is more likely to be a male
researcher or academic staff member aged 35 years old or under’ (Monopoli et al,

2002). Korobili et al (2006) examined the use of e-sources by academics among the
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faculty of the Technological Educational institute of Thessaloniki. Their findings
reveal that academics use more the printed sources than the e-sources. The e-sources
are used more in the School of Business administration and Economics and mainly by
young academics PhD holders. EIS induce different feelings on user groups and it is

not always easy to be adopted and used effectively by all users.

4.4.3 Technical skills in digital environments
One parameter that the literature mentions has to do with users’ qualifications needed

for using the electronic services. Particularly, literature mentions lack of Information
Technology skills and Information Literacy skills. Since 2001, Simmonds and
Andaleeb (2001) proposed and tested a model to explain the use of academic libraries,
concluding that:
¢...the use of academic libraries is influenced most by a user's perceived familiarity with the
library and its resources; those who are more familiar with the library are more likely to use
academic libraries’(p.630).
Working in the Jubille project Gannon-Leary et al (2001) found that:

¢...One theme which emerged from this cycle (one of the three part of the project) was the

degree to which students and academics lacked the necessary skills to take full advantage of
EIS’. (p.5)

In more details they determined these skills as:

‘IT literacy skills; basic knowledge of how to use computers, information searching skills;
knowledge of the range of EIS available and the ability to search databases and the Internet
efficiently and effectively, evaluative and critical skills; to make effective use of the

information and information handling skills; to cope with the vast amount of information

available, and the rapid change in sources and services’ (p.50).

Kebede (2002) in a theoretical article based on previous bibliography the subject
concluded on that prior libraries should have checked the provision of EIS in terms of
users capabilities because this could determine the usage level. He argued: ‘Users can
accept EISs only as long as they are within their capabilities of access and use in

meeting perceived gaps in their knowledge’ (p20).

Pantouli and Nikserlidou, (2002) made research about user qualification in two
departmental libraries in Aristotle university. They looked for the users’ ability to use

the computers and the EIS. They found that: ‘students lacked the ability to use
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computers and this affect the frequency they visit the library’ (p.10). They concluded
that students avoid using the EIS. Then another parameter which can affect the EIS
usage is the language (Liao et.al., 2007) because users have to read papers in foreign
language particularly in Greece (Pantouli and Nikserlidou, 2002).

4.4.4 Technophobia
EIS are addressed to various age and skills users, which mean that academic

community includes a variety of ages, culture, knowledge background etc.
Technophobia is a phenomenon, identified by literature concerning fear and
avoidance to use any electronic service or even equipment. According to De Prado
(2000):
¢...Little is said about the behaviour of the reader neither as an individual, nor about their
reactions and feelings with the machines. Even less is mentioned about those having no access
to the latest tools, those people for whom technical advances are a new barrier and who
gradually become excluded from the cybernetic paradise’ (p.209).
Garrod (2001) wrote an article about how to link the effective use of electronic
services and effective instructions with technophobia, which students, academics and
staff are facing. Technological fears lay behind a number of comments in research by
Lombardo and Condic (2000). Ray and Day (1998) believed that the problem of
technophobia is coming from the lack of professional education of Information
Technology and information Retrieval skills:
¢...most students acquired the skills necessary to exploit the electronic resources via trial and
error or through guidance from other students, raising the question of the effectiveness of
these skills’ (p.19).
Sami and Pangannaiah (2006) searched on techno stress phenomenon in library use
through the literature. They found that:
¢...library users who initially find it difficult to cope with the new technology and experience
anxiety (termed ‘IT anxiety’, ‘techno stress’ or alternatively ‘technophobia’)’ but ‘the various
causes of technostress must be analysed, so that users can be trained to overcome
technophobia’(p.429) .
A part from the age groups different attitude and the skills or role users have on the

university community, gender is another parameter that probably affect their attitude
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to EIS (Chowdhury and Gibb, 2009). Also Korobili et al. (2006) have shown that
computer anxiety plays a significant role:

‘...And further in this study, women reported greater computer anxiety than men...Faculty

with a PhD and less years of experience were found to be less computer anxious’ (p12-13).

4.4.5 Summary
IT skills are necessary in the current information environment. There is information

explosion and lot of services and sources on libraries’ websites. The process of
electronic provision service is an ongoing task and goes in parallel with the
technological development. Various services and sources are being developing in
order to support or forecast users needs. Librarians’ activation and creativity as well
as the users’ needs and requirements determine the level of the technology in the
library’s operation. As it is mentioned in the literature, an important parameter is the
users’ qualifications needed for using the electronic services. Particularly, literature
mentions lack of Information Technology skills and Information Literacy skills. EIS
are addressed to various age and skills users, which mean that academic community
includes a variety of ages, culture, knowledge background etc. The phenomenon of
technophobia, identified in the literature, concerns fear feeling and avoidance to use

any electronic service or even equipment.

4.5 Teaching and learning

4.5.1 Learning & Teaching Theories
The teaching and learning process have been under investigation for a long time.

There are various pedagogical and psychological theories which affect them as well as
their application into the school life. Pedagogy exploits and applies the achievement
and findings of psychology, philosophy, sociology and humanities in order to
understand how students learn and how they could learn more effectively. Figure 4.3
presents ‘The representative Theories of Learning and Their Implication for

Education’ as they are formulated by Bigge (1982).

Nowadays the last two groups of theories affect the teaching and learning process
worldwide. The Behavioral, the Cognitive/Constructivism and Social-cognitive and

Humanities learning theories apply in the education. They have been developed and
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expanded through the years. All of them have application to the teaching and learning
process when teachers exploit their findings (Matsagouras, 2009). Moreover, the new

technological means have reformed the ways teachers teach and students learn.

Since the end of the last century till now, theories about cognition have been linked
with active students’ participation in their learning. Although the variety of cognitive
theories makes it difficult to classify and clearly distinguish them, they have a great

impact on the current pedagogy (Jong, 2010).

The constructivist theories affect the learning and teaching process and they are
pivotal in teaching development. According to constructivists, people build their
knowledge according to their previous experiences. In more details, people construct
their own understanding and knowledge of the world (Matsagouras, 2009, Fragkos,
1989). They support that experiencing things and reflecting on those experiences is
the way to gain knowledge. Thus when we encounter something new, we have to
reconcile it with our previous ideas and experience, maybe change what we believe,
or maybe discard the new information as irrelevant and this is the learning process. In
any case, we are active creators of our own knowledge, we affect on the context we
learn and they way we learn as well. In order to do this, we have to ask questions,
explore, and assess what we know (Piaget, 1973), communicate and interact with
other humans (Vygotsky, 2008, Bruner, 1996).

Findings from constructivist and social-cognitive theories affect the way teachers
teach and understand how their students have been learning, since the end of the last
century. According to them, students should be active during the learning process.
They are the center of their own learning. The teaching and learning process of the
last century was based on the teacher authority and the education systems were
teacher-centered. Things now are moving to a more student-centered educational
process. This process is going to be more complex. It requires from students to
involve in more personal learning activities. The huge amount of EIS via libraries and
the Internet are quite positive in this direction. People’s needs in distance learning and
lifelong learning are motivated as well. This means that students have to be more
active during the learning process while teachers have a different role in classrooms.

In more details the term ‘Active Learning’ is linked with:

e Interaction through discussion
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Student to student/ faculty to student interactions
Student presentations

Group projects

Simulations

Problem solving

Siblerman (1996) presented the active learning techniques especially for older

students and adults, including also notions such as brainstorming, case study,

simulation, role play et.al. Active learning brings the students in the centre of the

learning process, respects their personal experience and encounters creativity. There

are many works in the field which advocate the active learning process productivity
(McCarthy, J and Anderson, L. 2000).

84



Figure 4.3 Representative Theories of Learning and Their implications for education by Bigge (1982)
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adapted by Morris Bigge, ‘Learning theories for teachers’, 1982
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Passive learning process has been linked, referred, to students with:

e Reading
e \Watching video
e Listening to audio

e Observing demonstrations (Active Learning)

Active learning involves students’ action during the process. The student has to act
and interact with information and the available tools in order to obtain the knowledge.
They are not pathetic audience in the class who just collect the ready knowledge.
Their role is dynamic (Figure 4.4). They have to do things alone, to observe things
and to talk about them. They have to work in groups and learn in a productive way.
They can reach the knowledge on this way and really understand the information.
They can learn the process and they will not forget it. They will use it in their life and
they will be prepared to encounter the future requirements in their working life
(Silberman, 1996).

Figure 4.4 Model of active learning

A model of active learning:

EXPERIEMNCE OF: DIALOGUE WITH:

@
@ &

Teaching is an area which is affected by and depended on the way students learn.

There are various theories in the field of students learning and the way they learn.

This process is called ‘learning styles’. According to the ‘Creative Learning Centre’:

‘A learning style is the way in which a person absorbs and retains new information, in other

words, the way in which you learn’.
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There is a variety of student learning styles. Moreover their styles could change
during the learning process (Felder and Solomon, 2004 and Felder and Spurlin, 2005).
Teachers should consider their students learning styles. So the teaching process could
be transformed after this consideration and achieve better student learning.

The learning process involes any mean which could affect the cognitive results. This
process gives an essential role to the library. An enviroment like this requires a library
which has a predominate role in the teaching and learning process. Simons et al
(2000) describe their experience in a USA university library. They supported the idea
of ‘learning library’ which is based on four interwoven strands of communication and
interaction among students, faculty, librarians, information resources, and curriculum.
They argued that ‘learning’ is happening through social interaction, while learners
move through increasingly complex zones of development through the assistance of
more capable others, and that real learning is situated only in specific cultural
environments. Thus, the library can operate and underpin this policy in the university

environment.

4.5.2 The Greek context
The Greek educational system is based on a passive learning process. Memorisation is

the basic way to get through any education level. In higher education, this is a
desirable ability as well. There is a reformation in primary and secondary eudcation
which proposes the use of teaching methods that develop critical thinking and the
student’s self education process. These new curricula have entered education
promoted by the Ministry of Education over the last two decades, but still the learning
process is affected by the old teaching process (Zambeta 2002a; Zambeta 2002b). The
curricula include active learning process while they engage students in ‘the method of
project’ by encouraging them to work in groups following the principles of active
learning. This method, as Frey (1986) has shown, concerns the arrangement of the
teaching process as a project of gradual learning which is based on students
questioning-searching-discussing-assessing-searching-reporting-assessing. The role of
the teacher is supplementary, as part of the group. The group decides the subject
under investigation and, the process to fulfill the task. Other teaching methods are
brainstorming, discussing in groups, investigating subjects, and problem-solving. The

teacher uses the ‘DEPPS’ and the ‘flexible time” which is included in the teaching
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schedule. This gives them the flexibility to apply more active methods to help
students learn. These are some of the innovations in the Greek education process

applied in recent years at the primary and secondary school level.

Higher education in Greece is self-organised. So in this teaching process not even the
Minister of Education cannot command their way of operation. The Universities and
Technological Institutes have a mission to fulfill and they can do it in any way. These
organisations have the mission to support constant improvement, with respect to the
quality of the provided services. They have to ensure the appropriate conditions
favoring the attainment of their goals. The basic goal in the tertiary education is to
strengthen the social efficiency (Eurybase, 2008). Of their teaching methods, the
Ministry of Education asks for: ‘In the context of tertiary education, teaching methods
and teaching aids are established by educational institutes’. So the decision making
about the way they teach their curriculum is upon the individual institute. The
curricula in tertiary education are elaborated by the institutions and are approved by
the Ministry of Education and Religious Affairs, Culture and Sports. But in the
Architecture schools, according to Gospodini and Skayannis ( 2005):
‘...education suffers from a conservative and inflexible institutional framework that needs to
modernize. Improvements in the institutional framework should aim at a dialectic relationship
and a creative interaction between planning practice and planning education, following
successful international paradigms from European and North American countries.’(p.356)
They talked about curriculum reformation in the planning schools and proposed the
emergence of more practice modules. They supported the necessity to use

experimental education in order to achieve better student understanding.

Things now are progressing. Universities are under pressure especially after the
support European findings. So:
‘The last period of the Operational Programme for Education and Initial Vocational Training
I (EPEAEK-II) in the context of Community Support Framework 111 reinforces that
universities need to develop and change their facilities and their teaching practice in order to
meet the international requirements’ (Eurybase 2005).
They required by them to provide students with the same level of education through
the Europe. In more details, the Community Support Framework 111 reinforces the

following:
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e University actions that will help strengthen knowledge and information
technology skills

e the development of new laboratory and seminar content in courses;

e the development and adaptation of printed and electronic teaching material

e the use of many information sources

e the strengthening of the institution of multiple bibliographies throughout the
learning process

e the creation of portals per group of similar fields of knowledge

¢ the reinforcement of the capability of universities to publish textbooks by
themselves

¢ the development of electronic material for teaching, practice and
examination purposes on specific websites

e the supervision of self-teaching or teaching in smaller groups as additional
possibility

¢ the allocation of teaching environments; the development of virtual

laboratories, etc

The academic staff which has the responsibility of making formal decisions in their
field is the permanent staff. The members who have the most influence and power are
the older members of the staff and as a consequence they are not very positive about
innovations and changes. So the ‘age pyramid of the academic staff” affects the
departments’ decisions and attitudes. Gospodini and Skayannis (2005) had shown
that:
‘Academics belonging to the base in the age pyramid, and usually being at lower positions in
the academic hierarchy, make more effort to introduce new approaches and new concepts into
their teaching and research practices.’(p.357)
It is clear that reformation in the field of the tertiary education is necessary. This
reformation has started in the pre-school and primary education via the ‘New school’
as they call the new way of school operation and curriculum (Ministry, 2010). But
currently the economic and political conditions in Greece are constantly changing.

They are many funding reduction in the education system and in the libraries as well.
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4.5.3 The internet in the life of Greeks
The Internet and state-of-the-art technical equipment are relatively new in Greek life.

The technology has emerged but it has not spread to all parts of the community and in
the same level. Technology costs money and requires specific skills which people do
not have. Computers and use of Internet are not very popular in Greece although the
usage level increases very quickly. In 2000 internet usage covered 8.6% of population
(Metron) while in 2003 27.1% of population used computers and 19,9% the Internet
(Sepe). There are users in the schools and universities. They are the biggest part of
internet users. Those aged between 18-25 years old use it and they do it for
communication and entertainment. Some of them are using it in schools but the big
majority uses it at the ‘internet café’. Semertzaki (2008) agreed with this picture and
investigates into librarians’ use Internet. She concluded that Internet penetrates in

libraries and librarians life while it is going to be an essential tool in their operation.

There is a difference in the internet usage between the two genders (Christidou 2006).
Boys tend to use it more than girls. This picture is not always straightforward and is
affected by other parameters like accessibility and the role of the sexes in the
community (Papastergiou & Solomonidou, 2005). But even in their studies the two
genders seem to choose different subject areas with boys preferring computing course
(Christidou 2006).

Technological equipment seems inadequate to support school needs. According to the
European Commission:
‘It appears that action is urgently required in the area of ICT equipment improvement in Greek
schools. Although virtually all schools are equipped with at least some computers in Greece,
the above results suggest substantial scope for further ICT equipment installations and ICT-
infrastructure improvements (only 13% of schools have a broadband internet connection) in
Greek schools such as an increase in the number of computers in total and per pupil. On the

latter indicator, Greece with 7 computers per 100 pupils ranks dramatically below the

European average of 12.” (European Commision, 2006 p1)

4.5.4 Student outcomes
The learning process and the cognitive outcome is the subject of considerable research

throughout the world. Better ways of teaching are being investigated and researchers
are reconsidering their understanding about the way humans learn. The whole process

of higher education institutes operation is not stopping at the pedagogical theories
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application. Higher education institutes have to justify their existence and substantiate
their expenditures. This attitude forces universities to assess their effectiveness and

their operation.

Research upon students’ outcome defines their education results. EIS can have a great
impact on the final students’ knowledge and prove the importance of the library’s role
(Pickard 2005). There is a lot of research in this field internationally. These deal with
the students’ final knowledge after graduation and student satisfaction. They help
administrators and the university to identify their real needs and to reconsider their
policy. University assessment is partly applied according to Fasoulis (2010).
Assessments are a new element in academic life and under supervision of the Ministry

of Education. For the present, it finds resistance from the academics side.

4.6 The literature content and the arising questions

The literature review covers the EIS usage and all the parameters which affect on
them. The educational system and the way of learning in Greece, although it is under
reformation, it has all the characteristics of the traditional way of teaching and
learning. Government tries to change it by encouraging students to use Internet at
least more than they were using it in the past. EIS are under search for a long time and
they are changing continuously. User satisfaction is the main intention for
professional and information services. One way to reach that goal is to assess services
and conditions, in order to offer it successfully. Accessing the services is still an
important point for providing EIS effectively, including the case of users with special

needs and skills.

Information seeking behaviour has not been investigated in depth in the universities
libraries in Greece. Also, information seeking behaviour in EIS is an area which has
not fully examined in the Greek context. The EIS proliferation is combined with new
requirements and user demands. The university libraries try to be updated in terms of
the technological services and sources but do they have the appropriate management
background to achieve effective provided service? Are they users ready to use EIS
and are they adequately supported to face the challenge by the EIS nowadays? What

is the real interrelation between provided EIS and users’ needs? Moreover are EIS

93



necessary for users covering their needs? This work intents to give the answers in this

area.
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5. Analysis and findings first phase

5.1 Introduction

This section presents the rich picture of the fieldwork and the data analysis. It presents
them as there were coming up during the research field. The observation data,
including events during the fieldwork and personal interviews have been used to
construct and represent the conditions in the research sites. Calendar lists have been
provided by researcher to librarians and the data are part of this chapter as well.
Finally the telephone interviews which are presented in next chapter complete the
picture by providing data about educational demands and needs. The data analysis has
been done by using NVivo, as has already been mentioned. The process of data
analysis includes coding each of the participants’ responses and split them in sub-
subject. In the next stage, the researcher synthesises them again under wider
categories. The data analysis comprises two chapters: the first chapter includes the
related-to-EIS accessibility and IT skills data. The second one concerns the education
system and the related information with teaching and learning process, the role of

exams and assignments as well as the role of bibliography.

One of the research objectives is to review the EIS availability and their use in Greek
higher education. The literature review and a tangible longitude research investigation
of the Greek university libraries’ web sites confirm that there are many EIS offered
and this is increasing rapidly. The data collection and analysis reveal the EIS use and
the effectiveness of those services. The nature of users’ need was illuminated by the
literature review in terms of the more general aspects and conditions but the local
detail and depth of use is discovered and mapped by the empirical data collection. The
next objective concerns the profiling of users in the case study sites and exploring
their patterns of use and how this is integrated into their educational context. The final
objective was to identify the relationship between librarians and users; this
investigation has revealed the relationships between librarians and users in the

delivery of EIS.

The main intention of this research is to investigate EIS usage but it has emerged that
a significant factor in the use of these resources is the pedagogical philosophy which
underpins the role of these resources in the educational process. This discovery is the
result of the iterative process during the data collection, the data analysis process and
the literature review. The focus in the beginning of this research was the EIS and their
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usage in the library or in any other place that could be approachable. The literature
review drove the researcher to be focused on some points such as accessibility, users
skills, users needs. The data themselves drove the researcher to concentrate in more
depth and to expand the investigation to the wider context. The users’ needs became
the first point in this qualitative research and led to reach the education system and the
educational real demands in relation with the EIS. Then they access EIS- in terms of
their IT skills- in order to fulfill the educational requirements. EIS usage is
intrinsically linked to the educational philosophy of the university as well as the needs

and skills of the users.

The researcher before the fieldwork knew a few things about the research sites, their
needs and conditions. The literature review supported the research process and has
provided the researcher with insight and understanding of the phenomena. The real
conditions and the data collection gradually build and create the final form of this

research.

It is qualitative research and its intention is to present the participants’ world. This
situation concerns the local sites and the researcher does not intend to create a theory
of this research. But still the participants’ testimonies are important, the observation
data and the telephone interviews present their world which can be applicable onto

other similar conditions.

This section illuminates the conditions of the EIS usage in the context of the two
academic libraries studied. The current research is also user-centered which means

that users are in the center of this investigation.

Themes which emerged though participants’ testimonies are presented in four major
headings: EIS, accessibility, IT skills and education system. The following section is
split into these four parts. The last one covers the next chapter because its importance
in this research. The cornerstone theme of this research is EIS, which is supported by
the research with rich data about EIS usage, user support and the librarians’ attitudes.
The first one includes information about the users of the EIS, including; which they
use, why and what they believe about them. User support sub- theme includes
testimonies concerning the ways that users are supported in order to use EIS either
personally or during formal user education courses. Participants explain their needs to

be aware on these new services and improvements. Under this theme there is a great
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deal of information about personal opinion on user education and whether they
consider participation important or not. The last sub-theme on this area concerns
librarians, including testimonies upon their awareness about EIS context and the way
they promote them.

The IT skills theme is coming up next and includes information about user skills
needed for using computers effectively. Participants’ testimonies provide a plethora of
information about their skills, how they obtain them and participants’ opinion on

students’ skills. The last one came up by librarians and academics.

More practical issues are included under the theme accessibility. It concerns the user
possibilities to reach the EIS and includes the sub-themes: location, technical and
system problems and access problem to approach the information. It also covers
evidence about technical support and IT service staff. Finally, the data provide the
information about access control. Librarians control the user access in the library in

order to protect their catalog usage.

5.2 EIS

This part of the data analysis goes into EIS usage as part of the library operation and
users services in depth. The aim of this research is to inform the development of EIS
and their effective use in the Greek higher education libraries in direct relation with
the educational reality. So the EIS have to be searched in depth and users behavior to
be analyzed thoroughly. This section describes the information about them which is
collected during the fieldwork and the literature review. The EIS have been reviewed
in the literature. The findings show their delivery and use in order to complete
objectives of this research. The technological evolution during the last three decades
has had multiple effects upon the library operation. Users and librarians have been
affected by many rapid changes. The users should have the skills to use EIS and as
well as the librarians if they want to promote the service. The services are there but
who use them and why? How do they use them? And are they supported when they
use them? Do they know of their existence and what is the promotional role?

Furthermore, what action do the librarians take to achieve better usage?
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5.2.1 Who the users are
This section describes the type of EIS users according to the participants’ testimonies.

The information is coming from all the sample parts supporting the research objective

about the users and their profile.

5.2.1.1 Architecture
The users of the library are mainly students and academics and they both use EIS as

librarians said. Any library user has to use the catalog at least. According to
participants’ testimonies and observation findings in the field, the most used EIS is

the catalog:

ar-l-w-1

‘31: The students and academics use EIS. We also have external users. Mainly
architects with their own offices... Many times, students from private collages, or
other faculties come and use the library. '

ar-l-w-2

‘97: I could say users are mainly PhD students, undergraduate students ...
postgraduate do not come so much.

ar-1-w-3

22: All the students and academics. We also have external users but they do not
know how to search....’

ar-l-w-4
‘86: ...there are lots of individuals - students in Erasmus programmes. '
ar-I-m-5

‘29: the higher percentage is the academics, students of the department,
postgraduates and a smaller portion is external users. Users are professionals who
have completed their studies in the faculty... Very few students of other university
departments which deal mainly with history of Art are library users. Some other
faculties’ students deal with similar subjects.’

ar-obs 12-18:Users are mainly students. No academics have been in the library for
weeks. Only two academics have been in the library during the observation. Few
external users come in the library during the fieldwork.

ar- obs- 22ext: Researcher met a professional architect who wants to find some
information and came to use the library.

The users are mainly students, academics and some external user who used to be

students in the department.
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5.2.1.2 Philology
This school is more theoretical compared to the architecture. Not all of the academics

have computers in their office. The computers in the library are not in good condition
and the library provides a card catalog. So it is not necessary for users to be engaged
in EIS usage at all.

ph-1-m-1

‘16: The users are the librarians, the academics less and postgraduates even less.
Undergraduate and graduate students do not use them at all. Well they use the
catalog. They use it even if it is not extensive. Student undergraduate and
postgraduate and academics use EIS very little; some external users are with the
Erasmus program.’

Librarians are named themselves as users in this research site. Because of these

special conditions, the situation in this library in terms of EIS use follows:

ph-l-w-2

222: Few undergraduates use the catalog .... Also academics who have been
abroad or whose subject is European literature, foreigners, they are more open
minded than the rest. '

Then Academics with experience from abroad in using EIS, ask for these services and
they are more demanding. Participants report the school teachers as users as well.

ph-I-m-5

‘73: Only, very few are external users...the majority is from the schoolteachers.
The internal are the academics and PhD students. A lot of the academics do not
come. The do not use EIS. Those who come (and sit at the computer) know how to
use electronic databases.’

The academics do not come in the library in this research site as well.

ph-1-w-6

‘30: Postgraduate students, academics and usually individuals that are actively
involved in some degree with research tasks.'

So the users have no access in their home and come to the library to find the

information they need.

ph-I-w-8

‘82: If somebody uses them, it is a postgraduate student. The academics do not
come here to work.’

ph-1-w-9

‘120: I could say that postgraduates are more familiar. ... They work slowly with
the electronic journals. They also search in the ‘Zefyro’ because we also have
inter-library loan.’
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phi-obs 1-7: ‘No user is searching in the catalog’
Observation comments on the field do support the participants’ testimonies. Users do
not use the catalog very often. Usually they are same people every day- for example

one of them was a postgraduate student, struggling with the EIS usage.

phi-obs 5: ‘An academic comes into the library helpdesk and ask for help’.
Here, the observation confirms the librarians’ description about the academic use of

the library.

5.2.1.3 Summary
All the library users in Architecture have to use the catalog so they are EIS users. In

more detail, participants report that EIS users are undergraduate and postgraduate
students who have assignments. Postgraduate students do research so they have to use
EIS. The same applies for students under programmes e.g. Erasmus students, in the
architecture department and the other departments as well. Academics are regarded as
users as they have at least to use the catalog if they want to use the library. The
academics make up a large proportion of the usage. Furthermore, there are some
external users who do not use EIS so much. There are few external users,

professionals and students from other departments.

Therefore, in the Philology department, participants report that EIS are not used so
much. There are few EIS users in comparison with the real number of library users.
Few students use the catalog and they are not very familiar with it. Students under a
programme scheme (e.g. Erasmus) use and ask for EIS. Postgraduates use EIS more
and they are more skilled. The academics use some EIS but not all of them. And there
are few external users, mainly teachers coming from the primary or secondary level of
education. An important point comes up form their testimonies and it is that users are
people who have no Internet access in their home. Table 5.2.1 presents the summary
of the data.

Who are the users

Architecture Philology
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Librarians testimonies » Students and academic » Students at
are the actual users postgraduate level are
» PhD and postgraduate the EIS users and few
students undergraduate users.
» There are also external » Academics do not
users but they do not come to the library to
use EIS use the EIS

» There are external
users who are not
always skilled

» There are Erasmus
students who ask for
EIS

Table 5.1 EIS-Who are the users

5.2.2 Usage
The information in this section comes from participants’ testimonies during the

interview process while the list information about library usage and EIS usage is

presented below in a different section and in detail in the Appendix 9.

5.2.2.1 Architecture
The research has as its main intention to discover the essential EIS usage in order to

estimate this service. This part of data is important to complete its aim and objectives.
Participants talk about EIS and describe their relationship with EIS: a variety of usage
habits are presented in participants’ testimonies. Academics seem not to be informed
about the EIS. They are not familiar with them and some of them they do not even

know them. On the other hand, there are some academics who are very active users.

ar-a-w-1
‘176: Ido not have access to such things (electronic information). '
ar-a-m-2

‘52: The Heal link, is it a journal? I do not know. I look at the foreign sources
that I have. | have personal subscriptions I use the electronic catalog of books and
journals but I do not use links in the web page. For example how could I use this
citation index?’

ar-a-w-5
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)

‘93: [ use the catalog, the web pages at certain times. ...

And she said:

‘141: Oh! I have not searched in so much depth.’

2ar-a-m-3

‘96: I enter and I check journal every where I can find material.’
ar-at-w-3

" 60: 1 use the electronic journals a lot...and students do as well. I have been
registered for ... alert services which send me any news coming out...’

While about students’ usage habits, academics believe that students are stronger EIS

users than themselves.

ar-at-m-1

26: Electronic journals, the students use naturally. ... but in the discussions that
we have with the children, it shows that they do not face problems using EIS or
computers, they understand what we 're talking about’

ar-at-w-1
" 58: Of course, of course they use electronic services. '
ar-at-m-2

" 98: They could also have an electronic bibliography | imagine and electronic
information and printed.’

ar-at-w-2
" 62: | believe that they use the electronic services of the library. '
ar-at-m-4

‘64 Students use EIS, of course. I do not use them. About electronic journals, I do
not know. These are for the children, for our students that are from the generation
of computers. We are from the generation of books more’

Participants have a prejudice about their students’ skills and EIS usage habits. They
consider those students to be more qualified to use them than their selves. Students are
the big proportion of users which have to use at least the catalog. They have
obligations and they need to use them in order to complete their modules. About

themselves, students say about the EIS usage:

ar-s-g-50

‘92: The truth is that now, because of the assignments little ....e not so much, but we
found good information... we do not use them systematically in any case. '

additional participant

22: I know the one that you put a keyword and find the book in that catalog. I do
not know what you ’re talking about.’
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Although they are in front of a computer when they talk to the researcher students
seem to have lack of confidence about their skills. They are just struggling to use the

catalog because they have no other choice.
Librarians say about EIS usage:

ar-l-w-1

" 212: 1 believe that they do not exploit this. In particular they do not use them
except for the catalog. '

ar-1-w-3

" 74: Of the EIS, they use the catalog and a few times these journals through the
Heal link'.’

So they EIS users are not very skilled and they only use the catalog. This picture is

supported by the observation notes as well.

ar-obs 10: “..students are the users today as well’
Comments on the observation about the users’ population make clear that students are

the main users at least on the catalog in the library site.

5.2.2.2 Philology
Testimonies of users in the philology school illustrate the EIS usage in their library.

The important on this site is that there are not so many computers in the library area.
There are two and one of them which do not work properly. There are computers in
most of the academic offices. Academic participants who use EIS say:

ph-at-w-1

‘70: I use the EIS. Now as we speak [ am in front of the computer. '
ph-a-m-2

‘12: I use the library catalog despite the problems that we have with the Macs. 1
have seen the program Muse. I don’t know everything concerning the humanity
sciences.’

But there are academics which do not have a completed picture about the EIS content

although they have a positive attitude on them. One participant says:

ph-a-w-1

‘7: This (J- stor), how could I find it on the Internet or in the library? And where
are all these journals and the books?’

phil-obs15: ‘Difficulties to find academics which use the EIS or have an email
address.
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phil —obs 31: Describe an event during the interview with an academic: during an
interview an academic who shared a room with another one, the second came in the
office and ask me to go because she did not think that my research concerned her
interests and ask me to be back when she would be away’

The researcher encountered rude behavior during the interview because of the subject
of the research. The academic did not have a computer and were negative in having

any discussion Els and computers at all.

Student participants who are not users have nothing to say on this question. Only the

postgraduate answer:

ph-ps-g
23: Yes whenever | need it | enter the Internet at home. '

phil-obs 12: * ...no students in the computer, just few try to use them, all the
students are in front of the card catalog’

Observation supports participants’ testimonies and confirms that they do not really

use the EIS even the catalog which they need.
The librarians describe users’ habits and spread light on the EIS usage in their library:

ph-l-w-2

‘226: The user knows very little about the electronic journals.... Also, we do not
know everything in some cases... We are undergoing many changes.’

ph-l1-w-4

‘12: The users seldom ask for electronic information. Usually they ask for
information and they wait for an oral answer. They use the catalog, that’s all.’

ph-I-m-5

" 101: The users here use the EIS and specifically the electronic journals. Many of
them know the Heal-link and use it directly and we show it to the rest. '

ph-l-w-7

‘26: Of course they can use electronic services. However they do not use all of
them. Familiarization does not exist. They do not know their usefulness. '

The participant continues:
206: The users do not ask either for electronic addresses or other electronic
services. '
ph-1-w-8

" 18: They use them but ...they use them when they need them. Most do not know
how to use the system ‘Horizon’ that exists in order to search the books in the
university. '
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Librarians argue that users and especially students could use the EIS but they do not
do it because of lack of skills —something that it is not true. This picture is not
confirmed by the observation in the library while very few students, mainly
postgraduates, use them and their interviews support this option.

5.2.2.3 Summary
Then some of the academics in Architecture declare that they do not use ‘such things’

or do not know about them at all. Some others use the catalog and the EIS adequately.
About students, they believe that they use EIS and the Internet and they do not have a
problem in using computers. The students use the catalog and they do not know the
rest of the EIS as they say; the observation in the field is confirmed. Only in their final
year, when they have assignments they have to look at them. The librarians believe

that users do not use EIS, except the catalog and a few journals.

There are participants in Philology who use everything concerning their subject. They
are informed about them while there are others who have no idea about EIS. The first
ones know and use the EIS even if this usage is not in depth while the last ones know
and use, at most the catalog. The librarians believe that users do not know the EIS
possibilities and they do not use them extensively. Users have no queries about EIS
while one of the participants argues that they cannot use properly even the catalog.
But there is also the other side, where the users know the electronic journals and use

them when they need. Table 5.2 presents the summary.

Usage

Architecture

Academics » Theydonotuse p Some of them use EIS even if this
them so much use is not extensive

® They use them
extensively

® They are afraid
of them and
think they are
not suitable for
them

» They believe
students are
more skilled
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and use them
Students e Theyusethem, p Postgraduate students use them
particularly the
catalog
Librarians » They believe e EIS users are mainly students at the
that users do postgraduate level as well as few
not exploit the undergraduate users.
EISasmuchas » Academics do not come to the library
they should to use the EIS
Users have to
use the catalog

Table 5.2. EIS-Usage

5.2.3 Data coming from lists completed by librarians

5.2.3.1 Architecture
The academics participants present a full scale of EIS usage habits. There are some

who do not use EIS even the catalog but others are more frequent users. Definitely all
participants use printed information sources with the exception of one participant who
considers himself that he is not using them so frequently. That means users are
accustomed to be in the library and work there but still are not very familiar with all
the EIS. The catalog is the most used EIS. In addition, the participants use more or
less the rest of the EIS. There are of course participants who use extensively EIS and

work frequently with them or even in a daily basis.

The students’ participant sample present to be EIS users in relation to the year of their
studies. In the beginning of their studies they use printed information and only the
catalog. They are used to use books and printed information. Gradually and
particularly in their later stage of studies they are more aware of them and they use
Internet and library’ EIS. Two of the participants say that they do not know that the
library has so many electronic services although they are in the later stage of their

studies and they use Internet to find the information they need.

5.2.3.2 Philology
The academic participants in this department use printed information sources but also

some of them use the electronic services. Two of them do not know the library’s EIS
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and use the Internet instead of them while one says that she has not the skills to use
them. There are active electronic information users but also participants who use
catalog as the only EIS of the library. The picture in this research site is not very EIS
friendly. Academics struggle to use the EIS and they do not seem to have the skills or
the equipment to do it. Some of them still do not have computers in their office. The
existence of the card catalog in the library is another factor of not using the EIS. Some

of them realise that EIS are helpful and they try to approach them.

The students’ sample in this department presents a variable picture. The difference of
usage level in relation with the studies level is obvious in the context of the two
different education levels. The postgraduate students are using most of the material in
printed and electronic form. They know the services. The undergraduates use the
printed material and very few of them make use of the electronic sources. They do not
even use the catalog because there is a card catalog and they are not accustomed to
find the information in an electronic way. In the beginning of their studies they are not
using electronic services while gradually they use them more and they are aware of

their existence.

5.2.4 EIS criticism

5.2.4.1 Architecture
The academics are generally positive about computers and EIS. Their position and

background requires them to be innovative but they are still human and they are not
all the time positive to changes. Their answers represent their opinions and feelings
about EIS use. Participants consider that through EIS they do not have to be
dependent on a printed book or a journal. They are independent to use them in their
office and update their information database on a subject quickly. Of course their

opinion depends on the grade of EIS usage as well. So they say:

ar-a-w-1

‘35:EIS are more useful I believe, I imagine that we will be more efficient instead
of searching the books in the library ... I believe this and it is faster.’

ar-a-m-2

‘194: ...while you are sitting in your chair information can be easily accessible... It
is also all this briefing that you have. You know about your work and about other
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people’s work. If somewhere there are common points, if somewhere they are
precisely the same or they aren’t...’

Between academics there are some very enthusiastic with the EIS. They use them
extensively. They have being part of their academic life and necessary to fulfil their

tasks. A very enthusiastic point of view is presented in the following testimonies:

ar-a-m-3

‘87: Here I have, in a moment, what I want. I have it and afterwards I do not lose
my thoughts. I can do my work better. Thus we gain quality of work.’

2ar-a-m-3

‘132: They are very positive, generally very positive. They allows us to be informed
quickly if something has been published, or many times you also find the
summary... even pieces, if they are electronically available, in days after their
publication. ... This is very positive without question...’

ar-a-m-5

‘147: I have found 2000 articles. ... My work is this. What therefore I have? I have
a catalog in the computer with these articles, the summaries etc in particular, |
have also organised a database. This is useful.’

Although their attitude is positive and they believe on the EIS importance they are
sceptical as well. Also, they feel that they cannot protect their students of the ‘waste’

information and they say:

2ar-a-m-3

‘There is chaotic information and you search and you find everything. I like it and |
believe that students like it more still... There is ‘rubbsih’ there. You should
distinguish the rubbish... the students should begin in a more systematic way.’

ar-a-w-2

‘151: ...1t is facilitation,... And in quantity of information. The quality I believe is in
the scientist and how someone can filter and take the important things.’

Another point which has been mentioned is that they information all alone is not

enough to ensure the quality of a work or to ensure the depth of knowledge:

ar-a-w-1

‘120: But it is not enough, however, if one remains on the surface of information
and he/she does not go into-depth in the information..’

Academics express the fear of losing previous information as they believe that the
electronic information is going back ten years and they do not trust this framework
because it could be moved or lost from a database. Thus it is a problem for them and

they did not accept references from the web sites:
ar-a-m-4
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‘123:.... There is a big problem because information is not available for example,
from more than10 years ago. If you cite information in a bibliography, after a while
the site can disappear, or be altered. ... They have very big bibliographic citations
and | try to work with them in a way that would be scientifically equitable. This is a
problem and this is a question.’

ar-obs 25: Academic who is responsible for the library’s operation express the fear
of the electronic information validity and reliability? He mentioned that they do not
accept almost till the time of the fieldwork the electronic web citations because they
believe that students could not ckeck their quality.

Academics do not accept the electronic references citation just because they do not
trust them. Now they accept the important role of the EIS and the information found
in the Internet but they still hesitate to complete link their work with them. They still
have old habits and they cannot accept these changes at once. They recognise the EIS
positives particularly when they use them not very often. They are not accustomed to
them. They cannot control them because they have many students and they do not
have enough time to check all the assignments. Moreover they are not sure that
students can cope with the amount of the electronic information and produce an
effective work. Their doubt about the students work is associated with this huge
amount of information in electronic but also in printed form. Participant extensively

talks about his experience:

ar-a-m-4

‘191: There is more information, too much information, which today we all have in
printed or in electronic form. The quantity of information today is excessively big.
This is also good and bad. ..."

Meanwhile a participant argues on behalf of the printed information sources. She does
not refuse the importance of the electronic sources but she believes that the printed
last longer and they are perpetuate.

ar-a-w-5

"181:Er, they are important but I do not believe that they can substitute paper, the
printed source. It is very important that they exist. But | do not believe that
everything can be replaced by the electronic form, because I have been in the
academics committee discussions... because some new technologies expire we do
not take everything, journals for example, that we find electronically.’

Some of the participants complain and talk about the difficulties they face to use EIS

and they explain:

ar-a-w-3
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‘33: It is very tiring to read the information in electronic form, especially
databases. | have sometimes entered special databases at inquiry centres but |
cannot say that I have done important work...’

Students are positive on EIS usage. In the same time they are sceptical about their role
in the studies. They say about EIS:

ar-ps-b

‘86:... being on the network and the Internet cannot be compared to the simple
collection of information with the traditional way. The information however, | do
not believe... that they influence the knowledge. ... You have fast collection of
information, this is important....’

ar-s-g-1

‘155: It is essential but EIS should not be the only information source. We are
coming here and could be informed by all means in any form but simultaneously
through the computer.’

Additional participant

‘114: The electronic services could influence the content of the knowledge... of
course they could but I do not know if they would change it for the best. Now you
have a possibility of being informed anytime but I do not know the level of
knowledge.'

The positive advocates are enthusiastic and although they do not use them in depth so
they do not have a personal opinion. They express positive attitude for them. They do
not have any other way to find the information they need and they are used to find it
through the EIS even if this concerns only the available information via the catalog.
Of course there are positive opinions and they are more concentrating on the easy

access and how quick it is:

ar-s-g-2
‘32: They are more functional. I believe that they could be useful.’
ar-s-b-4

‘84: They are useful, all of them, without exception even if | do not know them, |
imagine so.'

ar-s-g-4

‘162: If they did not exist there is no way to find your way in your library and even
what may exist in other libraries, I'm saying, they are ‘cornerstone’ in order to do
your work. '

ar-s-g-additional

‘148: Electronically, use of the library is easier and many can be located more
easily. | believe that they facilitate life generally that it is easier to locate
information.’
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A student participant confessed that she used to have problem to use them but now

she can recognise their usefulness.

ar-s-g-5

‘401: I believe that EIS are a very big help. In the past I had a bigger problem, [
believe it is a problem to search and take photocopies. | think they are convenient
sometimes. | would also want to have encyclopaedias in electronic form and to find
them in the university because it is not easy to pay for the cd-rom. We should find
them in the university. '

Even though students are not EIS users-except on using the catalog- they understand
the possibilities behind the electronic services. Their opinion about them is positive
although some of them do not have the skills to use EIS properly. This is in
contradiction with the academics and librarians opinion about their skills and

familiarization with computers and the Internet.

Librarians’ testimonies about EIS vary. They argue on their usefulness because they
know more or less the EIS and their possibilities. They use them, for personal reasons

and they appreciate their contribution, in brief:

ar-l-w-1
‘190: ...They are a lot of help. '
ar-l-w-2

209: ... I believe that it is a very good tool. I would say personally that they are
very useful if you can search properly and do not get lost in the information. If you
can search, in an organised way, and distinguish what you really need in the
various information then they are useless. I do not know them well and | do not
want to say more. '

ar-lI-m-5

‘126: 1 think that they are important.’

5.2.4.2 Philology
This research site is special because there are no access points in the library and all

academics have not got computers in their office yet. They talk about EIS as they
think they are. Some of participants have a general idea and try to answer about the

EIS usage. Some other who use them talk about their opinion. They support:

ph-a-m-2

‘70: They are good, very useful. Of course I am not a very good user so I could not
say if they could be better.’
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ph-a-w-3

‘141: 1 believe that they have value. Theoretically speaking, I believe that they have
big value as they give you unlimited access to the knowledge, which you search. |
do not dispute their worth but because | do not have direct experience | cannot
speak concretely about the effects.’

Participants explain their difficulties their problems with EIS. The huge amount of
information has been mentioned in this research site as well. They mentioned power
cut problems and their effect on their work. They express their fears but they
recognise the EIS usefulness not only because of the information but also as a tool in

their job:

ph-a-w-1

‘15: 1 have to spend a day to locate all the information | think that all these things
help but no as much as I want. In the final end, they complicate our life...It is
another thing to open the e - mail and communicate instead of searching the library
everyday to find what is new. None can work without them of course. ... Everything
becomes very fast via the computer. Also you can immediately take extracts through
the computer and make a copy, precisely. It is a very important tool of work.’

ph-a-m-3

‘92:1 find it difficult to do research without the computer. They provide useful
facilities helping me very much of course despite the known problems. Sometimes |
hit the wrong button or there is a power cut, and you lose everything because you
have not saved it, such things, yes, with all these small problems.

Users estimate the role of the EIS in their everyday work. They think of EIS as all the
electronic services which are available via their computer. The researcher tries to
focus them on the library services but they do no have very clear picture about what is

in the library.

Student’s access on EIS is restricted due to several factors, compared to the
academics. They have no personal experience of EIS usage at all. Very few of them
use the catalog in the library, in the central library or have access on the EIS at home
via Internet. They are confused on EIS and computer facilities although the researcher
explains to them the relevant terminology. They talk about them according to their

experience and their imagination:

ph-ps-g
‘529: They are incredible but I personally am not used to put all these windows in

order and somehow it bothers me that | have to move from the first to the second,
from the second to the third, from the third to the fourt#...”’

ph-s-b-1
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‘102: They would help me. Sure they should exist. You can find anything you are
looking for in a few moments. Sure. Simply, I have not used them, ... They should be
extended and available. '

ph-s-g-1

‘47: They will help us too much I believe we also find certain information that is
useful. They could organise our work, they will become and specifically the
department of literature it requires them. .... A computer would help us much more
in this and we also can find more information potentially on a particular book. '

ph-s-b-2

‘85: Above all they are facilitation. Sure they have an impact on our studies. Of
course | prefer to read a book than to go on Internet. In certain cases however they
help.'

ph-s-g-3

‘127: I believe that there is not a lot of information on my subject but you can easily
and quickly find it, immediately. | would say we have not learned to search in such
a way and we resort more to traditional information, to the traditional ways
because that is the form, the regular form, the classic form material. Now yes apart
from saving time. You can use them anytime at home or anywhere you have a
computer.'

Students in this case do not use EIS at all in the library or in their building. They
know them mainly via the Internet café, if they have a computer at home or during the
classes at school. They prefer the printed version because they are familiar with it.

Although they do not use the EIS regularly, they have a positive attitude.

Librarians provide users with all these services. They try to ensure their access as far
as they can and they are positive as well. They have more access and knowledge
because of their profession in everyday life so they have seen the possibilities they

have:

ph-l-m-1
‘152: My opinion about EIS is positive, there is no other verdict.’
ph-l-w-2

“425: Enormously, they have incredible possibilities, incredible possibilities. It is
as if before we worked with a ‘hammer on the rock’ (showing how laborious
process it was) and now you could have all these possibilities.’

ph-1-w-4

230: | believe that they untie our hands really. They also help so much so that
there is no other way to get information and acquire as much knowledge in the
subject of interest... You can retrieve a lot of information in a very easy way. You
can retrieve the information and | believe that it is the better way in order to be
brief. ..... ’

ph-I-m-5
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'269: In brief, they are fast, with reliability. The advantage is that they speed up the
service for us and increase the number of users that we serve. Naturally they are
quick. Speed and quality are the two important things. Very simply you log on, type
a keyword and it gives you the result instead of going to a library and searching
five volumes.’

ph-1-w-8

‘86: ...EIS are useful enough, very. Of course they are useful but already fall short.
I can say that they are also perfect.’

The easiness, update and fastness are EIS characteristics. The EIS link the world and
get people together. The librarians provide the EIS so they have a good opinion about
them. They know better their content and they recognize their advantages but also

their disadvantages. As a result they prompt users to use them because:

ph-1-w-9

280: ... they cannot now say I ignore electronic sources and continue. They are
basic things.’

5.2.4.3 Summary
In Architecture the academics are positive about EIS even when they do not use them

but they have their doubts and they are circumspect. On the one hand they are talking
about usefulness, quantity of the information, easy access and on time better
knowledge when they need it and quality of their work. Of course they find the EIS
important and they believe that it is a ‘big deal’ to have, on your desk, the information
you need. Their positive attitudes have an effect on the EIS usage now but also in the

future.

On the other hand they prefer to have the printed version of the information and they
are very critical about the quality and quantity of the information in electronic form.
They do not trust it because they cannot find it years later. The quantity of the
information is not proportional to the quality. The depth of knowledge does not
depend on the breadth of the information but on the information and the

accompanying ability.

The student participants, although they are not all EIS users, consider that EIS is
convenient and useful. They think that EIS should exist simultaneously with the
printed information. The EIS is considered a useful and easy access mean but students

do not link them directly with knowledge quality and depth.
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The librarians are positive as well. They think that users should use them properly and

if they can find the information they need, not to lose it. EIS are very helpful.

The participants’ opinion about EIS supports the second objective of this research.
The effectiveness of EIS delivery and use is given by the participants’ testimonies. In
this research site users have various EIS available while they did not have the time to

be familiar with them. This is a changeable situation, a dynamic picture.

In Philology the academics consider the EIS and the computers useful, helpful and
convenient. One of the participants considers that the information should come via
email because it is not easy to search the Internet and the library everyday while
another one faces problems with technical support. The EIS are facilities and give
access to knowledge. There is confusion on the EIS although the researcher supports
users with a list of them. They have the idea that all the computer services are one and

the same. This probably happens because they are not very familiar.

A student user faces a problem putting all the windows he needs in order. This proves
their unfamiliarity with the tools and the operation. They consider that they should
exist and help them. The EIS and computers help users to organize their work and
find more information. They are indeed useful facilitations and have an impact on
students’ studies. The printed version is necessary. The last student participant
believes that they give easy and fast access so they save time and can be used

everywhere.

For the librarians, EIS is the means, which unties their hand and their users’ hands.
They consider them useful and the right way to take the information you need.
Everybody can be informed about scientific subjects anywhere in the world. They
offer speed and lots of information with easy access. Their attitude is positive.
Currently, the EIS are not part of this department life. The participants’ attitudes
demonstrate that they could be an essential part but now are not. The effectiveness of

the EIS in this research site is not valid at all. Table 5.3 presents that data.

EIS criticism
Architecture Philology

Academics » They find them » The computers are useful, helpful
useful, large and convenient
quantity of the » They face big problems with usage
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information, easy
access and on time
better knowledge
and quality of
their work.

They also have
doubts about their
quality

so they report them

They believe that electronic
services could affect their
knowledge.

Students

Although they
only use the
catalog they know
that the Internet
has many
possibilities
Some of them
know and
recognize the
usefulness of the
EIS

They believe that EIS should exist
They facilitate their studies

EIS are fast and economical-save
time

Librarians

They are positive
about EIS
although they do
not know all of
them in depth
They consider
them an important
tool in users hands

Untie their hands and user hands as
well

EIS link the world

EIS offer lots of information and
easy access

Table 5.3 EIS Criticism

5.2.5 Promotion

5.2.5.1 Architecture

The EIS promotion is essential if the librarians want to provide a useful and efficient

service. Particularly when there are so many sources and services, users could not get

aware of them on time. It is really difficult for users to know everything about their

subject which is on the library in electronic form. Librarians disseminate the

information on the EIS and try to promote them to users. According to participants’

testimonies:

ar-a-w-50

238: Various leaflets and booklets come constantly and I give a glance... ’

ar-a-w-10

‘47: I am informed but I do not have time to enjoy them.’
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Although librarian send emails and post booklets, academics do not seem to be aware
of the increase in EIS. They do not pay attention. The users have the opportunity to be
informed on time but the briefing process is not part of their life and job. As a result
librarians have to pay more attention in order to make them more attractive and

available.
About EIS briefing, student participants say:

ar-s-g-4o

‘126:... the academics have given us a library booklet ... this of course is in
compliance with the University rules because there are certain things you cannot
avoid... It facilitated us but up to there I believe it was enough. Something else
would be excessive. '

ar-s-g-50

‘They did not give any briefing. Nor did they say something to us about electronic
sources.'

They know few things about the EIS existence and at the same time they do not have
an easy access to them. Only a few academics mention the libraries’ services and they
prompt the students to use EIS. A quite big part of the library users’ population is

restricted from the use of EIS.

Librarians inform academics and students about the EIS existence. They use
electronic lists and send emails when they have new services or when they want to
announce the library’s new ways of support their searching. They create leaflets and
add the important information about the library in their library’s card. They pay
special attention on the academics briefing. They post the essential information in the
academics post box:

ar-l-w-1

‘86: ... There is a leaflet about the electronic journals and now we will create a list
which we will send to all the sectors in order to inform the academics about printed
and electronic information...’

ar-l-w-2

‘69: We inform them. We send them letters, lists periodically. We put them in their
pigeon hole when we have something new and in particular ....’

ar-obs 21: The researcher notices that there are posters in the library door and in
the announcement board which inform users about the library context. There are
also lists beside the computers which give them an idea about the provided EIS

The participant continues and explains their effort to inform users and academics:
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ar-l-w-2
‘161: I will also put the electronic address on users’ cards. We have it on the
leaflet, and written in the guide, and more information with all the titles of books
and what you can find in each one and where. In the guide we have all the
information very analytically. Of course the address is also written and anything
relative... We promote Heal-link. We have published a booklet and we distribute it
but they did not give it any attention.... We have given them a booklet teacher with
all the journals that are in Heal-link. They took it and they can find useful details in
it. '
They provide all the information and they distribute lists but academics have to search
on them and they have to find out alone the sources they need; they are useful for
them. The amount of EIS and the complication of the different services lead the
unfamiliar with them user to be disappointed very quickly. Moreover the users who
are not used to use the EIS in their everyday life when they receive a leaflet have to

spend hours to find out what is available in the library.

ar-1-w-3

‘34:... Now we have a list with all the journals and a catalog in which the
electronic and the printed journals appear. ... We do not however give somebody,
particular briefing about journals we have. It will be assumed they search them
alone.’

ar-I-m-5

‘227: We inform them personally (academics) and advise them. We tell them what
they can find for example in a citation index etc.’

Librarians recognise that there is a problem with regard to the quantity of information
that is available. They have a problem checking and updating it. Then they users
should have even bigger problem to find the appropriate information and to exploit it.
They promote as much as they can as they say:

ar-l-w-1

‘50: There are so many new services which even we do not know. So we should
learn about them and then show them to users. All EIS are on the library’s page.
Users can use them.’

ar-l-w-4

‘8: ... now I do not know every EIS.’
When librarians could not encounter the challenge of the available information how
possibly could users? The promotion more or less concentrates on academics briefing.
They inform students and they use poster and leaflets, cards and lists but students face

more difficulties to approach EIS in-campus even more off-campus.
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5.2.5.2 Philology
This library provides limited access to students so they can not promote the EIS as

much they could. The EIS promotion is not an action with a great effect on users. Not
all of the academics have computers in their offices and they are not used to use
computers to much. The librarians have the same policy and they send email, post
letter etc but academics are not accustomed to use computers and EIS particularly. So

only one academic says:

ph-a-w-1

‘147: ... Of course some e—mails come which we do not look at many times.
Eventually somewhere information is announced. Maybe an announcement in the
university network but briefing systematically, we do not have it, no. Of course
sometimes they sent us certain forms when this began but something systematic
does not exist.’

On the librarians’ side things are different. They use many ways to inform their users
about EIS content, its use and usefulness. They follow the central library’s policy and
they have all the programmes which the other libraries have in order to promote the

library’s services. They have posters and announce the library services in front of the

door and in the posting board as well:

ph-1-m-5

‘125: Firstly it is on the web page. Everything new comes out on the page with a
flash that blinks and says what’s new. Secondly the central library organises
seminars about electronic databases. We have provided certain posters around the
computers. We inform users and simultaneously we inform whoever comes into the
library about what we offer.’

Librarians say that the academics are not really accessible. They are going to their
meeting and try to promote the library services but there is no enough time to explain
and inform them appropriately about the library’s context. Then they say about the

academics:

ph-1-m-5

225: The academics are not accessible. They have to personally want to
personally come and be informed. Everytime there is a ‘sectoral’ (university
committee meeting) meeting the academics are in a rush and when they give us time
to speak, then we send our senior staff to go and inform them. | use email because
they have access to the computer and they will also see the university page. Those
who do not have e-mail do not have access.’

And they are quite a lot of the academics who do not have email or who do not check

it. This is a picture which is changing but on this time there are many academics who
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do not use their emails. As a result they cannot be informed about the library and they
do not have a way to find out what is accessible via it. Adding in this picture the huge
amount of information available via the library’s web page the non skilled-confident
users could not approach these services. So the participant’s testimony could not

concern quite a lot of users:

ph-1-w-8

‘46: ... They should use them alone. They search somehow.’
And she continues by say that even the librarians are not informed on all the library’s
EIS on time:

176: ...Today I learned about ‘Zefyro’, do you know about it? I did not know about

it. And many do not know, as we are not the same library, the central and this
library.’

Librarians admit that they are not familiar with Els even themselves.When researchers
show the list of EIS available via the library page the participant does not know all of
them:

256: Are these all on the website? (She says seeing the EIS list) ... This is good

that you are telling me about them, to search them, to ask somebody who knows
better.’

ph-l-w-2

190: We are still learning about them in order to say something about them. We
learn little by little. There are seminars. ... From there and beyond we undertake
and organize seminars here. The truth is that we are also searching.’

Librarians could not support the EIS widely just because they do not have the
facilities to support these services. They have few old computers in which the EIS

could not be approachable.

ph-l-w-9

252: Of course, precisely, academics do not know EIS, and a lot of users |
imagine. There are services which we do not advertise because we have four
computers which are not enough, even fourteen would not be. There could not be
more publicity. In the beginning we did it but now we have some users...’

5.2.5.3 Summary
Academic participants in Architecture have the information about EIS in a way but

they do not probably pay attention on it. A student participant talks about an academic

who promotes the library services but some declare that there is no briefing at all.
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The librarians tried to inform users about their services. They have created a list and a
guide with all the EIS and they frequently send all the information by mail to
academics. There are announcements in the library and in the web page. In advance,
they inform users orally. One of the participant supports that they have not had
particular briefing about journals and thus, perhaps is not informed. The users seem to
be uninterested in all of them. The number of the EIS is quickly increasing and this
creates problems even for librarians. They do not have time to become familiar with
them and to promote them or even show them to users when they need to. They are
not always informed about all the services. As a result the librarians could not

promote or support the use of the EIS.

In Philology the user’s testimony proves that in this department librarians send the
information about EIS by email and post to academics. The librarians talk about
briefings saying that there is information about EIS on the web page and the central
library offer seminars. There are announcements around the library. They use the mail
to inform academics while they have seminars in the library every year for all the new
students. The academics seem to be unapproachable and the librarians try to inform
them as well as they can. They go to their official meetings and talk to academics.
They inform them about EIS there. A librarian argues that users have to search alone
and another one that the library could not support EIS marketing because there is not
adequate equipment and could not afford to serve users properly. Librarians cannot
catch up on all the new EIS. They are not always informed about and familiar with the
latest developments. They know them many times but also they ignore their existence.

Table 5.4 presents the data.

Promotion

Architecture Philology

Academics e They receive e They do not pay much attention to
some the library’s information
information
but they do
not pay
attention

Students e They do not
feel that they
have
extensive

121




information
about the EIS

context
Librarians » They inform » They promote the EIS, have
academics via announcements, post and email
post or email » They support users every year via
» They provide seminars
users with » They face problems being informed
leaflets and
information

about EIS use

» They have to be
informed and
know their
content in order
to promote
them to users

Table 5.4 EIS-Promotion

5.2.6 Age

5.2.6.1 Architecture
During the fieldwork, the researcher realised that there is a link between the computer

usage and the age of the users. Age is an obstacle in computer usage and the most
common reason, which participants mention. The following participant estimates the
EIS usefulness but still cannot use them easily and she does not consider them as tool
in her job:

ar-a-w-10

‘33: Question: Whatever the subject is of interest, the library now has journals in
printed and electronic form, if it is only electronic....?

35: Answer: ... I hope by then I will have retired and | will not need to face this
because I really tremble at this... There are special books which I use in my subject,
such an old book to be put on in the computer! Also there is the program with the
‘Greek Grammmateia (title of a cd-rom about the ancient Greek). That has been
done electronically and this is a marvelous thing because instead of searching
volume by volume it is all written there. You can find things. I am not completely
stupid but in this field I am....”

There are more participants who feel the same and have already decided that EIS are
not appropriate for them. They also compare themselves with students. It is a strong
obstacle in the EIS promotion and use, thus librarians have to pay extra attention on it.

Moreover they believe that students use EIS easier than academics:
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ar-at-w-1
78: ..we, I, at least, am quite old.’
ar-at-m-2

‘62: Now the students work a lot with Internet but we mainly use reports in printed
forms. '

ar-a-w-2o

‘131: .... The children have the talent in the use of the computer...We grew up with
the pencil and the paper, the new students have grown up with the computer...’

ar-a-m-40

‘135: Ah! The students are more comfortable (with computers). In my opinion, I
believe the reason is strongly associated with the age because also my personal
experience has shown that roughly the persons born before 1950 have a much
bigger problem of accessing new technologies. | was born in 1955. | believe that, it
saved me. Older people are not electronically literate as long as they are moving in
the circles of newer generations..’

ar-at-w-4o0

‘60: I am (old) and little... I do not know about the electronic services. I have
remained with old things. ...like the cards (catalog)’.

As a result participants’ testimonies leak out that they do not believe they could use
the EIS as good as the students do. They do not trust themselves and they are
conscious of their weakness. Even one academic participant admits that the old
academics face problem to adjust themselves in the new services. The alleged ability

of students in the EIS use is completely unauthorised and is based solely on their age.

Even librarians feel the same about the EIS and one of them explains her personal
feelings about computers and the EIS.
ar-1-w-2
‘44: Now with me, you want to take into consideration my age as well ... (laughs).
I am older... the technology, generally I struggle and I need to try too much a lot
contrary to the young people who learn very fast ...I simply try and with great effort
...l am informed about electronic services but I only have half the information, [
prefer to send users to younger colleagues who know better than I do I say half...1

do not believe (students have problem). The youth does not have, older people have
a certain problem.’

Again their personal weakness is translated into students’ ability to use the computers
and EIS. They feel powerless to handle the new services and EIS and the respond to
needs arising through them meets the requirements. The embarrassment is evidence in
the way they refer to their inability. They have no motivation to be involved in this

situation and they face many problems when they try it. They keep trying to be
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effective in their job but still they do not believe they could. This is possibly
connected with the fact that EIS were presented to them through inadequate training
sessions. This picture is not the only one in the librarians sample and the rest of the
sample is not presented here because they did not mention any problem in using the
EIS.
ar-obs 33 ‘Academics are not young as they need to study many years before taking
a position in the university’

ar-obs 35 “All the librarian participants are under 40" year old. Some of them are
quite young because they are in their placement.’

The picture is confirmed by observation notes and by the literature review as well.
Academics are not very young and they worked in the traditional way for a long time
but this attitude is moving and changing because the orders are getting their retirement
and the youngest are moving to their position. Then it is quite important to affect their

opinion and promote the service to this part of academics.

5.2.6.2 Philology
This research site faces more problems because of the nature of the discipline and the

way in which the academics used to work. Although the some of the participants use

the computers and the EIS they still believe that there is an age-related obstacle:

ph-a-m-3

‘60: 1 have no problem using computers and what it entails. Well, I am more
positive than others despite my age. | observe that because, | know older people
have difficulty communicating or lack patience to their first time using them and
thus they keep far away from them...’

ph-1-w-2

‘437 ...mainly the new children are incredibly familiarized with the computers. All
have a computer and go to look at it all the time or to send mail. But there is no
person who can say what this ‘box’is. OK...’

They have the same biases in the age and use but also on the students’ skills. They
connect they EIS with the nature of the discipline and believe that can enforce them to
use more EIS:

‘406: The academics who communicate and search other foreign literatures those

who have been abroad or they have studied in Greece and abroad last years. They
are more open minded than the rest. [ would say they are 50% more receptive.’
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ph-obs 40 : ‘Academics are not young as in the first research site and they have the
same obligations so they need to study many years before taking a position in the
university’

ph-obs 39: ‘All the librarian participants are not very old. Moreover some of them
are quite young because they are in their placement as in the first research site’

The picture is confirmed by observation notes. Academics are not very young in this
site and they worked in the traditional way for a long time but this attitude is
associated to their subject. There is a belief that those academics be involved in

teaching with the comparative literature are more concerned with the EIS.

5.2.6.3 Summary
In the participants testimonies it is obvious that there is a conception that age is as

problem to learning and using EIS and computers. In Architecture they believe that
for students things are different and they can do it better. They use their age as a

means of explaining their disadvantage and lack of IT skills.

This phenomenon is observable in Philology department in academics but also in
librarians. A librarian mentions age as a problem as well. They have the same attitude
about new technology and their feelings affect the kind of work they are responsible

for.

An academic in the Philology department, although he is positive and works with
computers, mentioned the age factor and made it obvious that there is a prejudice on

computers and EIS.

The participants made it clear that students and young users can use EIS but not the
older users. The latter have a kind of negativity while the younger have a kind of

talent. Table 5.5 presents the data.

Age

Architecture

Academics » olderacademics » Older people do not become computer
face problem users very easily
using
technology

» fear electronic
advances

» young people
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face no problem
adopting the

new facilities
Students
Librarians » agedifferences » the academics’ experience and their
in computer and subject affects their attitude
EIS usage » they declare their feeling of easiness
» avoidance of in the way youngsters use computers

these tasks
because of the
feeling of skill
inadequacy

Table 5.5 EIS-Age

5.2.7 User education and user support

5.2.7.1 Architecture
The central library provides user education classes on EIS usage at regular intervals.

Classes are available on request in the separate departmental libraries as well.
Unfortunately, users are not aware of them. Even though the library advertises
seminars, short training, etc. and users can find information on the web site. They
appear never to have paid attention to posters, leaflets which are in the library space.
ar-s-b-1

‘12: I don't know about these seminars? Do you need to register?

ar-s-g-1
‘99: The librarian showed me how to use them. For this reason perhaps I believe
that it was easy. | use them and I am used to the operations. | do not know anything
about user seminars.’

ar-s-b-2
218: 1 did not know this. These services need a briefing however. '

The researcher experienced the participants’ ignorance of the user support services:
During the interview but also during the observation the researcher talked with

participants about user education:

ar-s-b-3

‘55: Oh! I think librarians should inform us about how useful and easy the
connection with the library is and not simply show the sections of the library and
provide us with a card.... '

In many cases, it was necessary to encourage users to ask for more information:
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ar-s-g-5

‘189: Does this (information) exist in the information booklet? Where can you get
it from? It should be in the central page and given by the services, in the library...
is that accessible here? They are only in the first computer.’

parallel
‘48: We did not know and in particular when we searched no one told us. What is
this leaflet and how could I get it? | have never seen it before.

ar-s-b-5
‘71: I suppose that certain seminars occasionally circulate, nothing more ....°
ar-s-g-5oadditioal
‘121: ... all these electronic journals which I have never heard of. They should
provide perhaps briefing or booklets or material placed beside the computers

where you can easily see them? | don't know, or in the electronic page in the
catalog as a message that would give information?’

Although there are all the appropriate means to advertise the EIS, during the
observation phase it was noticed that students are not aware about the EIS and the

user support. It is not a wide disseminated service and people are alone to find it out.

But on librarians side the most important elements on the EIS provision have proved
the user support and user education. They pay effort to this direction as a kind of a
librarian support in order to ensure the services usage and usefulness. In this case the

library provides user education classes when users ask for them:

ar-I-m-5
‘37 indirectly we have user education because this comes from the central library.
We gather a number of users, this happen after an announcement, and persons
come from the central library in ‘nisida’ and present the catalog to them. We also
have announcements in the booklet about the journals and anything they could use.’

ar-l-w-2

‘133: I believe that we could make more effort to guide them. I produced the leaflet;
| attended a seminar for how to advertise services and sources. Also | often put
some posters etc... but somebody should undertake and to deal with support
intensively.’

But they still recognize the necessity to provide in a more stable base user education

for the first year of undergraduates and the postgraduates:

ar-l-w-1
‘170:.... I believe that it is negative that we do not offer seminars at the beginning
of their studies. | am talking about undergraduates and postgraduates when they
enroll, and show them that this is the library and these are the resources. We intend
to do it but every time something happens. ....Many times they come simultaneously
and then the information desk sends them to me and | present the services to them.
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Because of this lack of frequently provided user education services, librarians help

users separately in a daily basis.

ar-l-w-4

‘110: ...usually we find bibliography on a subject... After the first time with the
help of a librarian, they learn. We see that a lot of children go straight to the
computer and they do not bother us. Support is time-consuming but it is also our
work.

ar-obs 37: ‘users do not attend any user education class during the fieldwork in the
library area and nobody asks for the education seminars during the observation in
the information desk’

ar-obs 15: ‘A student goes to the information desk and asks for help to fine a item
which knew it was in the library and could find it.’

Students have not asked for any user education seminar during the observation as they
seem quite confident to find the information they need in the catalog. When they face

problems they ask for help in the information desk.

5.2.7.2 Philology
In this case there are regular library inductions sessions every year, especially during

the first semester. They are available for the first year students but seminars do not
cover all the new students. They are not compulsory. The participants talk about their

usefulness and their disadvantages:

ph-s-g-1
‘29: When we started, they offered us a seminar with regard to the library and the
operation of the library, how we might find books, but not via electronic services.
... If we wanted we could attend it. '

ph-s-b-2
‘25: They informed us that the seminar will happen and it will also happen next
vear...'

This participant took part and argues on their usefulness:

‘133: It was interesting. At least two parts were interesting really. They untie our
hands ...Even though I attended the seminar | do not remember if we had access in
databases or some other of these services.’

ph-s-g-4
‘115: They gave a presentation and some ‘urls’ (web addresses) that we could enter
and which were useful albeit small. I would participate again....’

Both participants attend some of the seminars. Students have the opportunity to be
informed in this research site easier and in a more organized way. Then they believe
that:
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ph-s-g-2
‘78: I believe that librarians inform us successfully. They support you when you
use the sources. Then they also have support individually in their everyday needs.’

Librarians talk about their effort to support users and overcome the problems they
face. Their testimonies support that they offer the best they can do under the real
conditions. They mention lack of infrastructure and lack of a separate room to support
the users in an individual basis:
ph-1-m-1
‘109: Simply for a half year period we offer education to undergraduates and
postgraduates, those who want it. It is not compulsory. As many as they want,

come. There are not many every September. We show them the library and how to
search...’

And later he says:
‘124: User education now cannot be effective when few individuals come, but we

have also tried with a lot of individuals in a seminar, but when you do not have
computers you cannot work. ..."'

Users can participate in seminar in the central library as well. Students and users in
general are equipped to face the challenge of the EIS but they do not have the
opportunity to use them in the library because they do not have computers to use even
the catalog and moreover they do not have access in the EIS:

ph-1-m-5

‘129: In collaboration with the central library we offer user education where there
is a basis for the user education’

5.2.7.3 Summary
The participants do not know about seminars in Architecture. They ask the researcher

for help. They ask about the EIS and the user education seminars. There are users who
have not seen even the leaflet within the library’s services. They talk about the
relationship between the students, EIS and academics correspondence. The
requirement of academics, students and the services has been mentioned. Librarians
support them during their first time and then they can use catalog.

The librarians think that users need seminars and user education in any form. In this
library they do seminars in collaboration with the central library. The librarians use
several ways to make users aware. They advertise the seminars and support user

personally. Students do not have the feeling that they have been extensively supported
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in the use of the library. They do not have induction sessions but they intend to offer

them. The users do not face particular problems in using the catalog.

More or less the same picture is presented in Philology. Although there are regular

induction classes, these are not compulsory so the users are not informed. Users

expressed their need for more information about the services and their possibilities,

while they did not know about the EIS user education. Participants in these classes say

that the information is useful although they do not have a clear picture of the services

and sources.

The librarian participants’ testimonies support that they offer user induction classes

every year and personally support those searching. They have many new students

every year and many participants. They collaborate with the central library and

support users personally when they ask for it. They face problems organising seminars

in the library because of the lack of the appropriate equipment. The participation of

academics had not been mentioned because they are unable to be contacted. Table 5.6

presents the data.

User education

Architecture Philology
Academics
Students they do not know about they need more
seminars, leaflets briefing
librarians support them some of them
to use the catalog attend the
there is a necessity for induction classes
better collaboration the content of the
between academics, induction is
libraries and students. complex
Librarians offer irregular user try to offer user

education classes

use posters and leaflets
to inform users and

they support them in
their everyday searching
needs

education any way
they can

they collaborate
with the central
library as well
there are no
appropriate rooms
and equipment to
offer user
education

Table 5.6 EIS-User education
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5.2.8 Personal support

5.2.8.1 Architecture
User education is only one part of the user support. Librarians support students in

every day needs. Even more so because there is no regular user education and
induction session users need the support to find simple but also complicated services

in the library. According to their testimonies:

ar-l-w-1
‘166. User education is personal, what I mean is when I see a postgraduate who is
searching something special, | help him/her. They come to me and ask for journals
so I show them... I also show what exists in electronic form. I instruct them at the
same time as showing them everything.’

ar-l-w-2
‘109: We sit beside them; we show how to get onto the network, what they must do.
That is a kind of support.’

ar-1-w-3

146: ‘When they ask me, I go and show them then they can find what they want in
the computer and after they can do their research as they want.’

ar-l-w-4
‘56: [ show them the way to search, how they can do a search, if they need do a
search or any personal coursework ...’

ar-I-m-5
And the participant continues:

‘166: User education and support is personal every time ... They ask for help about
journals or anything we show them. | show the index that exists for architectural
journals that are in printed form I also show everything in electronic form.’

ar-obs30 :
‘Users face problems to use the catalog’
‘Ask for help from other students beside them’

‘Ask for help from the librarians. Librarians help users when they ask for
something, and come in the computers and show them how to use the catalog’

The catalog is part of the students’ everyday life and they can use it effectively. When
they face problems they ask for help first of all form other students beside them and

then from the information desk librarian.

5.2.8.2 Philology
User support does not stop at user education and induction sessions in this case.

Students believe that they have a very good support in using the EIS:
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ph-s-g-2

78: I believe that librarians inform us successfully. They support you when you use
the sources.’

And librarians talk about their efforts to support users’ everyday:

ph-l-m-1

‘124: User education now cannot be effective when few individuals come, but we have
also try with a lot of individuals.’

ph-1-m-5

209: We show them the first steps. If users want to participate in seminars they can.
Therefore they have the two alternatives.’

ph-1-w-8

‘126: ...Individually we try to show them the information in the booklets. There are
individual examples and we direct users to them.’

ph-obs 45:

‘Users are less independent here’- ‘They do not use the catalog, the computers are
slow but when they want something they do to information desk and ask for helpl’
Users in this library have fewer opportunities to use EIS because of lack of access.

When they face problem they ask for help in the information desk.

5.2.8.3 Summary
The librarians in the Architecture department support users in personal tutorials.

When users ask for help and how to obtain more EIS access than the catalog they
inform them about what is available. Particularly they do that for postgraduates and
the EIS and for undergraduates in the early stages of studies, the catalog. Each time
the quantity of information they give them depends on their needs and what they ask

for.

The librarians in Philology department offer seminars to all of their users regularly
and also on request or when there are special occasions. They express doubts,
insecure thoughts about the effectiveness of their effort. Table 5.8 presents the data.

Personal support

Architecture

Academics

Students

Librarians » offer user support p offer special support on
on an daily basis request

® postgraduates
needs are more
and they support
them
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» they support users
searching needs
on request

Table 5.6 EIS-Personal support

5.2.9 User education estimation

5.2.9.1 Architecture
The user education seminars are not part of the academics’ work. Their attitude comes

from the level of EIS they need and their necessity to complete their job through

them. Some of them do not know that they could participate in user education:

ar-a-m-4
‘103: If they do not last long, potentially |1 would be interested in participating in
seminars.’

ar-a-m-1
‘27: Here in the university? (Answer about the user education classes)Yes | know
about them but I do not have time to attend them.’

The time parameter is important for academics. They are busy people and they have to

have a strong motivation to leave their obligation in order to attend user education.

ar-a-w-1
*100: 1 believe that we should have such a type of support in order to understand
them better and have easier access. '

But, the participant says later:

‘222: The truth is that I did not ask for the librarians’ help most of the time
thinking that I could accomplish the task at least with what I know...’

ar-a-w-1
‘51: I would be willing even if I do not know how successful it would be because |
have attended seminars on computers, certain weeks in May and when | was back
in September... The only thing that | remembered was how to switch it on. Of
course under the circumstances | would be very interested in learning to work
with the services which help you in finding books, etc. straightaway.’

Some of the participants are not quite confident about their skills while some others
do not need user support or they find help via their colleagues.
ar-a-m-5
‘59: I do not feel I have lack in EIS usage ....°
ar-a-m-3
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‘67: I would not participate because I do not need seminars. It would be a waste
of time. Because there is the program of the library, initially | have attended it. |
do not have problem using or searching...’

2ar-a-m-3
‘112: I do not believe I need a seminar I believe that my own problem is to find
time...It is easier when somebody who has resolved the problem can tell you the
solution instead in participating in seminars and tutorials.’

This part of the sample covers the lack of skill with colleagues help. It is easier for
them to approach a colleague than to participate in seminars or ask librarians for help.
ar-a-w-4
‘102: A colleague in the Architecture helps me. I go to colleagues on the lower
floor and ask them for help but, no seminar. Perhaps one time | will go to a

seminar. | know that seminars exist but are at certain hours and they would have
to take place when I do not have work.’

ar-a-w-5
‘149: Now? What I have learned - | have learned seminars are for other people.
| find out things alone (she laughs). To inform us, | believe yes, but to participate
in courses, no.’

Academics are busy users and it is not easy to participate in user education classes.
Even though they are willing to do they have so many obligations and their timetable

is full.
Students, on the other hand, describe their thoughts about the user education classes:

ar-ps-b
‘78: No, I do not know... it would be fun... '
ar-s-g-2

24: I know there are seminars but I do not have time.’

ar-s-g-5
‘185: Look. Courses, no. Now I'm not talking about things that no one want to
do. ... ... If there is a short briefing that would guide us, yes.’

ar-s-g-3

‘166: It would be convenient...’

ar-s-g-4
‘126: I do not know about seminars but a professor has given us a booklet about
the library... I believe it was enough; something else would be too much. I do not
know what I could gain from seminars...If the research that I have done is good or
bad, thorough or not, I do not know.’

Students do not believe on the user education support necessity. In this research site
there are no many students who attend user education. They have to find their way to
use the library. They are more familiar with the electronic catalog because they do not

have other way to find what is in the library. But they are not used to participate in
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seminar. Nobody prompts them to attend these seminars and the academics are not
aware about user education. Library promotion in this field is weak and academics

can not affect the students’ opinion.

5.2.9.2 Philology
Academics in this research site are aware about user education and they consider it as

useful although the time problem is arising again. Their attitude is positive and they
pay attention on it. Probably this happens because in this site academics and students
are no very good IT skilled and they need to know more things about EIS. They also
have in a regular basis induction sessions and they have an idea about the EIS context.
This has an impact on their attitude:
ph-a-m-2
‘58: It would be good if at some time there was a briefing not for the students but
for academics, two hours, for the use of databases, and to concentrate on, for
example, the humanities etc. | am talking about a short briefing in front of a

computer because we are busy people and otherwise we cannot find the databases,
while with the computer it can become somehow better. '

ph-a-w-1
‘331: 1 believe that user education should be compulsory and not a simple
announcement which asks those who want to participate...’

ph-at-w-1
‘74: I believe that it is necessary; | believe that we need them even more because
we are philologists. '

ph-a-m-1
‘51: I have never participated in user education seminars. ..the time, the
obligations etc.'

Student participants are not used to working with EIS. They know in a superficial
level the EIS context and they could not estimate their usefulness in their studies:
ph-ps-g-

" 30: No, no."'
And after the conversation:

‘122:1 suppose we should have some user education.’

ph-ps-b
‘85: I believe that seminars could be useful, helpful’
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5.2.9.3 Summary
The academic participants are not very willing to participate in user education

seminars in Architecture department. They have time problems and they are used to
going to other colleagues when they have problems. This is easier for them. There are
few who do not need any help at all. They propose that students should attend user
education particularly at the postgraduate level. Even when they have a positive

attitude about seminars in the end they could not do it.

The student participants present more or less the same picture. The postgraduates
believe that they did not need them at all. Some of the rest do not consider them
necessary and believe it is too much. Few believe that user education could be a good
thing. They recognize that these classes could be helpful but they cannot really

estimate the context of this support.

The academics in Philology did not participate in user education .One of them
proposed that user education has a compulsory nature. The time restraint is present
again. One proposed a short presentation and one talked about their necessity. There
are good intentions they express interest wishes when there are user education
seminars but they did not attend them.

The students did not consider them really necessary. They do not know the content of
the EIS and the consequent needs. Moreover they believe that they do not need the
EIS so they do not consider the classes necessary. Only one says that they could be
helpful. Table 5.7 presents the data.

User education estimation

Architecture Philology
Academics » not positive about b there are time problems
seminars » they propose alternative
» there are time ways to provide them
problems
» colleagues support
Students » they do not think » they do not think they need
they need them them
» theyarenotaware p they are not aware of their
of their context and context and possibilities so
possibilities so they they can not anticipate their
can not anticipate usefulness
their usefulness
» itisagood idea.
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| Librarians | |

Table 5.7 EIS- User education estimation

5.2.10 Comments

5.2.10.1. Architecture library
In this case, users definitely use the catalog because they have no choice. So the most

frequently used EIS is the catalog. The rest of the EIS are used by academics that have
to use electronic sources in order to complete their work. Postgraduate students are
user of EIS because they do searches and have assignments to submit. The
undergraduate students are EIS users when they have assignments. The profile of the
EIS usage concludes on the direct relation between assignments and the level of
usage. Academics have ways to be informed via printed or via electronic forms.
Students use EIS if they need them.

The participants’ attitude on the EIS is positive. They consider them positive and they
think they are important. Although they do not use them extensively they believe in
their necessity. This means that users will adopt them if EIS have easy access and
users are aware of them. A holistic promotion in this field could change the usage
level. If this can be applied in combination with academics awareness it could affect
the way of teaching and the learning process. Users do not pay attention to the
library’s promotion. So this field should be empowered in order to achieve more
usage. There is a problem with the huge amount of EIS and accessible information, a
fact that confuses even the librarians. The truth is that this usage is directly linked

with the IT skill level as well.

This information proliferation seems to link age to the problem of learning and using

EIS and computers. Academics believe that for students, things are different and they
can do it better. They use as the key factor their age to explain their disadvantage and
lack of IT skills. This phenomenon is observable in academics but also among

librarians.

User education and support are part of the EIS provision. All the participants seem
unaware of them. The reason perhaps is that the classes are available more via the

central library and this not very approachable for users. Although users consider that
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classes could be helpful, they do not participate. This should force librarians to re-
organise their service. The user education classes organised by specific department by
known and friendly persons could be more popular. The role of EIS in user education
IS necessary in order to create a usable service. A more organised user education
service is necessary. Librarians offer personal support in this field but the effect of
this is lower than it could be via regular support. Librarians recognise the specific

needs their users have and they have to develop user education and a user support
policy.

5.2.10.2 Philology library
In the Philology library, participants report that EIS are not used so much. The users

are academics or research students at postgraduate level. In this library there is a link
between the users’ needs and the level of the EIS usage as well. The learning and
teaching process affect the way users think about them. Even the catalog is not
extensively used. There are few participants who use everything they find on the
Internet and the library’s page. They are not comprehensively informed about the EIS
content and the available information. Users are positive to EIS even though all the
above are happening. The EIS is considered as a good facility which gives access to
knowledge. Academics believe that they are useful and save their time when they use
them. Students consider that computers are useful and they imagine that EIS are good
for their studies. They should know about them even if they already use them. In this
case, the library should develop a promotional service and improve the access

conditions in order to have a usable service.

There is a promotion of them but they talk theoretically to their users. Academics
have the appropriate equipment to approach the EIS and they have the choice to do it
or not. Students on the other hand, have no choice because they have no real access.
The promotion is not enough to make a service usable. Librarians make the effort to
inform users about EIS but as long as EIS are not part of their everyday life users can
not use them. The participants also make it clear that students and young users can
use EIS but not the older people. The older users present lack of confidence while the
younger have a kind of talent. The real need behind this attitude is the necessity of the

user education services.
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Again in this case users believe in the usefulness of this service but they do not
participate. Academics face time problems and students do not find user education
necessary. Students do not need EIS and have no reason to devote time to them.
Librarians provide regular induction classes but they are not compulsory so no users

participate. They also have no way to estimate the effectiveness of this service.

5.3 Accessibility

The objectives of this research demand to explore all the parameters affect on the EIS
usage. The electronic services are on the web and students can reach them if they try
to do it. To put services on the web is not enough because these services have to be
easy accessible and be linked with many other things like the offered equipment,
location, technical support and access control.

In the Architecture research site computers are few and definitely are not enough in
relation with the number of students. In this library students have these few computers
and they have the opportunity to use EIS through them and in the computer lab
(CAD). Conditions are even worse in the other research site in Philology. There are

few computers and students have no access in a computer lab at all.

This section presents the location of EIS usage, the technical support and the access

control through the participants’ eyes.

5.3.1. Location

5.3.1.1 Architecture
Academics talk about accessibility on the EIS. The university and their home are the

points of access for students and academics. In detail they say:

ar-a-w-10

‘92: I use them here- the catalog- in the library. | use them mainly in the library.
When I want to search for something I use the computers in the library not here.’

ar-a-w-2o

227: I have access from everywhere home, office and the library of course.’
ar-a-m-3o

‘23: Luse EIS in my office or at home. I do not use the computers in the

library...but when I search on the Internet or use EIS obviously I do it here.’
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ar-a-w-30
‘73-81: Usually (I use them) here or at home. | am connected. | have access via
the university network. It is easy to access because we are in the Aristotle
university, ... when I search for a book, I search in the library catalog and that’s
all... very quickly...’

ar-a-m-4o
‘61: Usually the library and in my office... I use the EIS in my office or in the
library.’

ar-a-m-50
‘36: I use EIS everywhere. I have access everywhere. I have access at home
because it is not possible to be isolated.’

ar-a-w-50
‘133: I have access here and at home and the connection is via the university.’

The students say about accessibility that the EIS are available in the library, CAD and
home. Then students have no less access points but they do not have enough

computers in the university area.

ar-s-b-1o0
‘74: Mainly I use the EIS in the library and sometimes at home.’
ar-s-g-10
‘63: I use them here (in the library). I know that I can use them in ‘nisida’ but I

am not going there often, therefore | do not use them there. I have recently bought
a computer for home use.’

ar-s-b-3o0

23: If I make use of the university network usually it is in order to ask for
something very special. I rarely visit the library or use the ‘nisida’ in order to surf
the Internet. Now apart from the university very seldom I go to Internet cafes too

ar-s-g-30
‘62: I also have Internet connection at home but I have used it just a couple of
times till now. Mainly here | search for books and journals. Here in the library, as
we say.’

ar-s-b-4ol
‘20: Here, exclusively here. (library)’

ar-s-g-4o
‘66: Mainly here. I have not got computer at home. In ‘nisida’ I use only the
Internet, not the catalog etc.’

ar-s-b-50
‘47: 1 use the catalog at home to see if I can find some book in order to come and
borrow it.’
ar-s-g-50

‘48-68: At home mainly. I come here only to search for books. | have a password
and I use the Internet at home. I have seldom used the EIS in ‘nisida’. I have good
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equipment at home. They are new, almost last year technology so | have no access
problem.’

ar-s-g-50-additional

‘53: Here (in the library).’
ar-s-g-additional

‘77: Always here.’

external user man
26: I use them only here.’

The picture drawn by the participants’ testimonies shed a light on the importance of
the library and ‘nisida’ as access point. Of course home access is essential but it
requires having suitable equipment. The average user cannot have it. The participant
made comments about the quality of the services in both locations-library and office-
and the reasons for preferring to use EIS in the office. This participant is a
postgraduate and has the special right to have access in an office in-campus so he can
access EIS easily.

ar-ps-b an

‘38: Mainly I log on from my office. I am now here in order to use the library and
at home.”’

The librarians talk about accessibility at home and having Internet access via the

university server at home.

ar-l-w-

‘106: They are entitled to have an address through which they can print in the
universities or at home. All the students can log in the Internet without any control.’

The services and sources that can be accessed from home are not the same in the
university. Then she concludes:
‘138: If they have addresses and a password, they can enter both from home as
well as from here. There are services of course that are not accessible at home

because they are not available on the Internet. However, at the moment we are
trying to move some of them on the Internet.’

ar-1-w-3

‘82: Most users come asking for information that canbe found here. But few times
they come here with classification numbers saying | found this book in the catalog
and you have it here. Can I see it? But most users search what they want here.’

One of the participants supports that users and specifically students do not use EIS at

home but in the library.

ar-l-w-4
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‘36: There are no users that use EIS at home ...the students that attend classes and
that are interested in their studies spend half of their usual day in the university or
in the library. There are very few individuals that use EIS at their house.’

ar-1-m-5
‘126: Users use EIS here (in the library), at home or in other places.’
arl 1st field

16: There are 6 computers available (the seventh is under repair). They provide
access to the catalog and give also access via Internet to all the electronic services
(only two of the computers). Users do not need a password to log in the local
network and the users can have access to electronic journals without it.’

Although the participant states the above, the researcher checked the service and
found a password barrier. The participant meant there is no need to use their code as
users do at home. The researcher also visited the ‘nisida’ to check the conditions

there and the access possibilities.

ar-ob

59:‘It includes 22 computers, 14 of which are used for Internet access. At the time
when | entered no one was using university web pages. Half an hour later again
no one was using pages of the university or the library, as was the same for the next
half an hour.”

60. ‘There are few computers in the library place’

61 ‘Students are queuing in front of the computer in the morning- they have to wait
for a few minutes’

62: ‘Academics are not coming in the library’
63: ‘The students use the catalog only’
Students use the EIS in the library mainly but also in their home and very few in
nisida.
ar-obs 74: ‘day after day the observation in ‘nisida’ concludes on this: users do not
come in this room to use EIS’.

ar-obs76: ‘Meeting with the responsible person in nisida and asking for the
computer and Internet use means that users do not use the library in this room.’

Then the observation eventually proves that users use the EIS only in the library and
in their home as they argue.

5.3.1.2 Philology
According to the academic participants’ testimonies the points of access in the second

case are the library, their home and the office, again. Access points and accessibility
are described by academics as follows:
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ph-a-m-1
‘19:... Only, when I log in the library. | log in at home but it is very difficult to
enter, [ have to log in late the night. ...’

ph-a-w-1
‘159: Now, I use them here because at home...’

ph-a-m-2
‘34: (I use them) here, now ... But I used to use them at home very little, the
connection was very slow. It is important that I can also see them at home. Here in
the office during the day...’

ph-a-w-2
‘305: I have Internet access, at home and here. Therefore | use EIS there and
here.’

ph-a-w-3
‘85: At home if I want to do a search.’

ph-a-m-3
‘24: (I use them) here because I have no time at home. I have connection, what 1

want to say is that | have the possibility to be connected at home but | prefer to use
EIS here.’

Academics use the EIS in their home but face problems in their office as well. Very
seldom they say they use them in the library. As for the ability for the postgraduates to
have access:
ph-a-m-2
‘90: There are 320 students through the exams system and transfers from other
universities... almost 450 new students per year. More than 2.000 students study
in the department and a postgraduates’ ‘nisida’ with 10 computers. There are 4 in
use now but they are not open to the public because they cannot be checked.

Substantially postgraduates have access, only. We have two computers here in the
library, which are not sufficient for the Horison catalog users.’

ph-a-m-2
‘86 Our postgraduates have 4-5 PCs on the 4th floor with access to the Internet,
which certainly are few but still exist. Undergraduates do not have any and this is
a big problem. The technical service will create a small space on the 4™ floor
where undergraduates could also have access to 10 machines and would be able
to work.’

Finally access is not possible in the area for student users in the case of the faculty
philosophy. There are few computers in a very bad condition in the library and after
the researcher checked them she discovered that they are not easily accessed.
Moreover there is no computer lab in the department. When the researcher asked them
about their access to computers and EIS in places other than the library, the students’

participants said:

ph-ps-g
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‘15: I have a computer at home. I enter ‘lib. auth. gr’ to check what I need.’
and

‘55: Undergraduates do not have access to EIS, not because they do not have
time, but because it is not possible. There is a room for postgraduates only.’

The participant mentioned the area in the fourth floor. The given information by the

academics:

‘43: Therefore is upstairs everything. It is the philologists’ computers room. It is a
room where classes are held and because of this it is difficult in a way to find it
empty because there is always somebody in. There are always classes or
individual students in it. It is very seldom that you can go and work there.’
ph-ps-m
‘32: 1 use EIS more often here (in the library), sometimes at home and from time
to time in the office.’
ph-s-b-1o
‘143 I have access both at home and in the library. There are no labs with
computers in the department.’
ph-s-b-20
‘81: 1 use the computers here in the library. Not for search. (Mean the rest of the
EIS) Only when I want books that I need or parts of books I look for them there.’
ph-s-g-30
‘55: In the department there are accessible computers simply it hasn’t happened
to use them. In each library there are four-five computers which can be used by
anyone. There are no computer labs.’
ph-s-g-40
*139: (I use EIS) here or in the central library and at my house.’

There is access in the central library building but nobody else mentioned it. Users
have to go to an Internet café to have access to the Internet because there is no other
way to do so. This means that they have to spend money if they can afford it in order
to use EIS.
ph-s-b-1o

‘191:... in a cafe you cannot go ...."
Students do not have the money to buy a computer at home so when there is no access

at the university nor at home they cannot get the information in any way.

ph-s-g-10

‘165: I know that I can have connection via the university at home, I do not know
exactly the way, but | do not have a computer... On Internet café we can use the
Internet but we cannot all go there because you are charged, the hourly minimal

tariff.’
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The conditions are not very convenient and the users should try hard to access EIS.

The librarians confirm the access points in the Philology faculty as follows:

ph-1-m-1

‘33: They use the catalog but not to a great extent because we do not have good
machines. They are not good. They are old and slow.’

ph-1-w-2
‘166-178: Did you go to 424? This is also the postgraduate ‘nisida’. And it is
closed. There is a person in charge who keeps the key. ...If you need to use the
area you have to take permission and use it. The place is open to no one.’

And:
‘238: The University gives them the possibility to have access free of charge via
the server and at home. They have a password.’
ph-1-m-5g

‘197: Users (academics) use EIS in the library and in their offices...They do not
use them in the ‘nisida’. EIS are not used in ‘nisida’. So they try to use the
electronic sources in their offices in order to avoid paying the printing cost. If they
go in to their office it will be free of charge.’

ph-1-w-7y
‘150: They have access at home if they are connected. I think there is a nisida, |
am not sure but I think there is one, on the fourth floor?

About the quality of access service participants suppose that it is very good,

particularly now. They say:

‘158: The computers are villain....~
About the postgraduates and the access points that are available the participant says:
‘158: Our own postgraduates have a computer room separately but they need a key

again, in order to access it. ... And any student has access to ‘spoudastiria’ (small
departmental libraries).’

Not all of the academics have PCs in their offices yet.

ph-I-w-9y

288: ... now I believe that in September they will have their computers in order to
become users...’

The faculty has a ‘nisida’ that is not open to the public but it is used for courses. If
they want to have access to this area students have to go and ask for the key. The
researcher saw this place briefly when students had a class lesson. The situation
requires exceptional policy and thinking in order to avoid problems and protect the

network and the machines.
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ph-obs 21 (An indirect observation showed that the two machines seem not to have
been used in the morning at all).

ph-obs 27: A potentially ultimate point, is that while the machines are there,
although they are on;y two | could say that the access appears to be sufficient to
serve at least the basic use of catalog. In reality this does not happen because they
are slow and old.”

ph-obs 25 : In the meeting with the she librarian she said that the catalog faced
enormous problems. It is considered that the software is old and inadequate. Also
there is an attempt to sort out the problem through changes and new versions but
they think that at the end it will be changed.

5.3.1.3 Summary
Academics use the EIS at home and in their offices in Architecture. Access is easy

and they do not have serious problems. Some of them argue that they do not use EIS
at home frequently while others use them in the library. As for the students’ access
points, these are the library, home and ‘nisida’ while one postgraduate student
reported that he uses them in his office as well. There are users who have to go to
Internet cafés in order to use EIS. According to librarians, users have Internet access
via the university network. They use EIS in the library, at home and wherever there is
network access. There are services that are available only on-campus via the local
network but soon everything will be available on the Internet. This happened during
the fieldwork but now this service has changed and students have available all the
sources via Internet. Users ask for information and items which are found in the
library but also they bring the classification number from other access points. Mainly
users use EIS in the library. Users who attend classes do not have time to use them at

home because they have to spend the whole day in the university.

There are notes which reinforce and clarify the above participants’ testimonies and

give information about the labs and the number of the available machines.

According to Philology academics the connection at home or in the office is slow.
Users use the EIS in their offices and seldom at home. Others report that they use EIS
at home when users want to search for something. The access points are their home
and their offices. In relation to students academics say that they have access in the
library and in a separate area which postgraduates use it after appointment. It is a
closed area in which they have no free access. The last concerns only postgraduates.
The students use EIS in the library or at home. There are no computer labs while
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postgraduates have access in the separate area or in their offices. The researcher

visited the room on the fourth floor but it was closed all day long. The students said

that they are used to going to Internet cafés because they do not have the money to

buy computers at home. Their testimonies reveal that postgraduates have better access

in the philology department. Postgraduates have a separate area accessible even with a

key but undergraduates have difficulty in access EIS. Librarians confirm that users

have free access at home. There are many problems with the computers and the

facilities. Academics use EIS in their offices because it is easier to work there.

Participants are not always aware about access points. The summary data of this

section is presented in Table 5.8.

Location
Architecture Philology
Academics All academicsuse  p They use EIS in their offices
EIS in their office and in the library
Some use EIS at » At home some do not use
home and some them at all while some
others do not others only for searches
Some of them use » Students use them in the
EIS in the library library and postgraduates
and some do not have their lab.
They have access
via university
network
Students One postgraduate » Postgraduates’ opinion about
has access from his access is that there is no
office-he is working access for undergraduates
there as well. and graduates in the
They use them in university.
the library and at » Postgraduates access EIS at
home if they have home, in the library and in
computer their lab
They do notuse EIS p  Students have access in the
in CAD usually departmental or central
They have access library and at home- they
via university know of the possibility to
network at home have net connection at home.
» Students access EIS in
Internet cafés —do not
pOSSess computers-economic
parameter
Librarians Everybody has » Theaccess in the library is

access in the

not good because the
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university network machines are inadequate.

» The services and ® There is free access at home
informationcanbe  »  Academics use them in their
different on campus offices but not all of them
and off campus have a computer in their

» Users ask for office
information they » Postgraduates have access in
found in the library a lab but it is limited
or anywhere else

Table 5.8 Accessibility-Location

5.3.2 System and technical aspects

5.3.2.1 Architecture
There are few computers in the library which they can be used but there is not enough

technical support to check and maintain their operation. The lack of computers’
maintenance creates difficulties in users’ access. Participants report technical

problems which they face as part of the EIS access process:

ar-a-w-20
‘150: Sometimes the connection is cut off but this is another issue.’
ar-a-m-3o

‘72: 1 have no access problems in my office or at home. As long as | log on the
page it is easy.’

About service connection at home the one participant says:
‘102: Sometimes perhaps the system has a certain problem but this is also

expected. .... Now I do not have problem, the maximum time for login is two-three
minutes: They have increased the lines of access to server.’

ar-a-m-4o
‘87: There is a problem in catalog’s operation the network is often off.’
The catalog has specific needs and if you want successful results you have to know

them. About the catalog use one participant says:

ar-a-m-3o

‘154: what I consider to be a lack of this service is that there is no index for
journals. It could be useful.’

The following participant describes the frustration during the research she did in the

library catalog:
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ar-a-w-30

‘93: I have very serious queries and I wonder if it is not me to blame but the
system of books registration. | will give you an example | was searching for a book
of , which I knew the writer "Doxiadis”, I was 99% sure about the title and I knew
that it concerned the Dodekanisa but I did not know the title precisely. | knew the
publication and date. | knew all the details and used all these details I do not
remember which of them simultaneously but not all together (simultaneously: |
entered Doxiadis but | had no result, then Dodekanisa nothing again) Finally |
discovered that it is in the one of the four libraries in the philosophical
department. | wrote the classification number and I lost it. I could never find it in
the catalog again. It was supposed to be written in the proper way. It (the catalog)
is a database that if it cannot find the complete identification it does not recover
anything. Have you tried to retrieve books under my name?’

This testimony is part of the critical incident which participant describes to the
researcher. They system failure to retrieve a book that exists is disappointed and
unconfident. Users do not trust the service and when users do not have the proper skill
to recognize why this is happening they feel insecure. The academic participant
associates the cost of the computer equipment with its quality and connecting
possibilities.

Students feel that there are not enough access points. There are no enough computers
to support the users’ needs. System problems are very common. Students’ experience

with access reveals that:

ar-s-b-3o0

39: ... if I need a fast and better Internet connection later I will see what I can
do. Now I can sacrifice 1-2 hours and I use them in the university.’

ar-s-g-50

205:...1 have been sitting here for an hour, trying to find things, gradually trying
harder to harder in the computer but afterwards | raise and search on the selves.
At least in this way I found something.’

Students face problem to find the information they need and they feel disappointed.
They system is not counted as reliable. In addition participants’ testimonies make it

clear that the speed connection at home is not very helpful.

ar-s-g-50

‘323: Many times when [ search for something on the Internet and insist the
system gets disconnected in middle of a task and afterwards | have to reconnect
(that is, another one or two hour). There are few lines and thousands of students.

ar-s-g-50
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‘379: Generally the system is not, so to say, user friendly, the general system. ...
that somebody logs into the system and plays games on the Internet or logs on in
a place where 1 would log on in order to download necessary information to
complete a job... I may want to download entire books during an evening and
might not manage to complete it.’

The participant testimonies make it clear that the connection at home is not very
helpful. The system capacity to cover off-campus use is not enough. As a result the
system is stuck frequently and cannot use the EIS effectively while they have to spend

hours to find a source they need.

The librarians have mentioned technical problems as well. System problems and
limited accessibility is part of the daily routine due to the technical problems.
Speaking about system problems, they recognize the system weakness to retrieve the
Greek books so users cannot find a recorded book because they have done a spelling
mistake. About technical problems they face they say that they concerns they power

off and then the system recovers and can reconnect onto it.

ar-I-m-5"

‘81: Of course the catalog has a lot of problems with searching etc. It cannot
index Greek fonts in all searches- in ‘general, quick, expanded’ searching
possibilities. It indexes Greek only in browse, beyond that you are supposed to put

for example a name, capital the first letter and ‘lots’ in order to search that you
want.’ (Write exactly the phrase that you are looking for without any mistakes.)

ar-l-w-1zg
‘151: Look what I can say is that the OPAC problem is that many times the

system falls down. The page has problem and the program sometimes. But they
can search.’

When the system has problem librarians do the search on users’ behalf.

‘321: We do the search for users. And this becomes quite often, we can say
whenever the system crashes. Also this building has several technical problems. It
presents problems quite often and it creates more... We have to buy a UPS.’

ar-l-w-3gn

‘86: Very often the problems that they face are not so much on the use of the
computers. Students face problems with using the network. The network crashes
and it is slow....~

There are problems that are related with the nature of the service or the contracts of
accessibility behind them.

ar-1-m-5"

‘159-173: The subject is clearly technical. The provided services are complicated.
There are things that are not related to us. Sometimes when somebody searches in
the Swets journals, the system stops operating and shuts offs...Sometimes OCLC has
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similar problems. This however has to do with agreement contracts, with how many
individuals can enter and use them simultaneously.’

ar-obs 11: ‘they power was off once during the observation process, the system was
off for long and all the students ask for help in the information desk librarian’

ar-obs 20: ‘A student uses the catalog and tries different spelling in the general
search, she looks nervous and upset. Finally she gets up and goes’

ar-obs 21: ‘The Student cannot find what she wants and she goes to the information
desk in order to ask for help’

Observation notes include events like the above. Users are alone to find their way
during searching. Many times ask for help in user sitting beside and other times in

information desk.

5.3.2.2 Philology
The academic participants are used in using Mac computers because the Greek fonts

give them more possibilities to produce texts. Now they are moving to machines with
MS Windows and this has an effect on their work. The information emerging up from
participants’ testimonies explains the different issues deriving by using different

software:

ph-a-m-2

‘47: There is no problem, it is easy relatively. I can find what I want for example
in the Muse. The catalog is very good but no via nebula (local), only via the
Horizon. The technology (Mac) creates problems.’

ph-a-w-3

‘93: I had Macintosh in the past but there were problems, I could not fix it so |
abandoned it...’

ph-a-m-1
‘23: From here I tried to log in the treasure of Greek Language that is provided by
the university. Every time I tried it with the directions that they gave me | could
not login...1I tried it for 2-3 days but I could not use it. ...."

Lecturers’ time is too important to be wasted in a service, which is not easy to access.
They are not informed in order to buy the appropriate equipment so they face
problems with using the services. Moreover technical support does not exist to cover

the everyday needs.

ph-a-m-2

‘74: The technician is overloaded, he is occupied with setting up the web site,
therefore he cannot respond promptly to all calls.’
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ph-a-w-3

‘117: Here we have problems with the computers for example if | encounter a
problem in word processor there is nobody to help. I could not mention the
hardware, which is one of the running problems that we face ...’

Participants express the need for better services and quality of equipment. They have
no experience and they are not very familiar with all these programs and services. At
the same time there is no enough technical support to help them to face the
difficulties.
ph-a-m-2

‘94: ... when I go to ‘spoudastirio’ I want good machines in order to do my job

well, otherwise I will not go. It is necessary for them to provide an adequate *
nisida’ where we can work efficiently...’

Computers are old and they cannot be used properly in the library. Users need the

information on time and available in a quick and easy way.

The students insist that they face system problems and technical problems in using the
EIS. About the catalog performance it has been reported:

ph-ps-m

‘36: It is slow but it is available...I can still work on it.’
ph-ps-g
‘63: We have new computers in the postgraduates’’ room. It is Ok there...’

ph-s-g-40
‘163: Sometimes I do not know why the catalog is stuck, I do not know what is
going on and...sometimes when I search and I cannot find something, while I
know that it is there...it is very confusing when I cannot find it’.

Students face serious problems with the system and they do not know if it is their fault

or system’s.

ph-ps-g

‘467: Meanwhile it is strange that... particularly with the computers many times...
| have the sense that | put the same things and one time | get some results and next
time | get other results. Although the way of searching is the same | have different
results...’

The system is not reliable and does not retrieve the same result when somebody
search on the same way. Users do not trust it and they have to go through very
difficult conditions in order to find information they need. This is discouraging and

creates a negative attitude against the use of EIS.
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Librarians say that there are various problems in accessing EIS even in those few

computers:

ph-1-w-2n

‘390: All academics have PCs, access to EIS and Internet from their offices. There
is a difficulty, present for many of us because here our own philologists started
working with Macintosh. ... Macintosh now presents certain problems in the
recognition of the electronic catalog. They search with difficulty. They get stuck.
They do not print. They have various problems.’

Academics and students have access difficulties:

ph-1-w-9n

‘104: From a technical point of view we are stuck in the ' 98
technologies...afterwards we upgraded them...’

Not even the so-called technical infrastructure exists.

ph-1-w-9n

‘112: Sometimes a technician from the central library comes but he comes only for
programs originating to them. If there is a new computer, somebody comes to
install Horizon and that is all. Apart from that there is a technician who came last
yvear and who is responsible for technical support.’

Technical support is provided by the central library and they are responsible only for
their programs but locally in the department they have only one technician. When the
system has a problem, librarians do the job on behalf of users. Librarians have to do

the users’ search in order to cover their needs. More specifically a librarian gives the

information about access points and equipment quality:

ph-l-w-27

‘146: When they found certain funding and bought a new computer we removed the
old ones to ‘nisida’. ..There are three now, two are working but the third is not and
could not be upgraded. Certainly they are not user friendly. The mouse is not
working. We are not specialised so we cannot fix them. Only one of my colleague
struggles with it. Another big problem is that we do not have technical support;.
Now little by little we are trying to pass the idea to the academics to ask for a
technician’s post...’

ph-obs 1: ‘There are few computers and their condition is not good’

ph-obs 13 : “...an academic comes in the library asking for help because she cannot
connect with her new computer. Nobody can help her and the researcher gets into
her office and helps the academic to be connected to the network.’

In their everyday needs users are alone to face the challenge of the electronic
revolution. They have to find their ways, not only on how to connect to the network
but also on using EIS.
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5.3.2.3 Summary
There are system problems and many users, so the connection at home is slow in

Architecture. This facility is becoming better but still there are problems. The
connection quality depends on the machine quality. The university network is very
often out of order. The journal index is not updated. A user was wondering why she
could not find a book in the catalog while she had found it last week. The connection
at home is not so quick and not all users have a computer at home. Even if they have
one it is not easy to connect to the Internet. At peak times it is actually difficult. Some
of the users argue that Internet access service is not so bad while it is obvious that the
connection quality and the equipment quality affect the service quality. The
construction of the catalog has problems because it cannot use the Greek language as
well as the English so it cannot search in Greek properly. It can retrieve indexes in
alphabetical order so the user can use Greek key words only in one searching choice,

‘Browse’.

The participants in Philology support that the catalog is easy to access and use the
Horizon version and not in the ‘nebula’ which is the local version. Macintosh
technology creates problems. Users say that the computers must be changed because
of these problems. PCs are compatible with EIS. The EIS requires a number of
complicated processes for installation or use which cannot be performed by people
without specific skills. Users do their best and finally give up when they face
persistent problems. There is one technician who cannot cover the needs of all EIS
users and the needs of the whole building simultaneously. Also he is responsible for
the department’s website. The quality of computers in the library is deterrent because
they are old and slow. Still now there is no technical support something that has its
impact on the EIS.

The academics have access in their offices but they face problems because they
started with computers of Mac technology. They bought the appropriate equipment
and they are used to it so they have a problem in changing the technology. The
problem is that Macs seems to have difficulties in using the catalog. The academics
have new computers but they have them at home while some of them do not have a
computer at all. The central library supports them technically on some programs.
They come when they have new services and programs but on a daily basis there is no
technician to support IT and EIS locally. When the system has a problem, librarians
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do the job on behalf of users. Students face the same problems as the academics and

they do not have easy access to the equipment. As there are not new computers and

not many students, it is meaningless to use the few access points in order to reach the

EIS. The librarians confirm that the computers are old and slow and some of them

cannot be upgraded at all. Students claim that the system is very often stuck.

Computers are slow. Students can print for free in ‘nisida’ when it is open. Table 5.9

presents the data summary.

System and technical aspects

Architecture

Philology

Academics » The connection is
sometimes
interrupted

» The service is
sometimes
overloaded and
access at home is
not easy

» The catalog
presents problem
with retrieval

» The economic
parameter is
reported as

They face problems because
they are used to in using
different technology.
Technical support is absent.
Lack of appropriate
equipment

relevant
Students » The connection at They face system problems
home is not very The equipment is old
helpful The catalog operation is
» Theserviceis inappropriate
sometimes
interrupted

» The e-learning
process does not
have the right
equipment to be
supported

Librarians » The catalog
presents problems
in its operation.

» The network is
sometimes
interrupted

» The service
contracts offer

Problem because academics
are used to Mac technology
Obsolete equipment

System is not working
properly

There is no technical support.
Huge amount of users
compared the access points
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| limited access. |

Table 5.9 Accessibility- System and technical aspects

5.3.3. Control access

5.3.3.1 Architecture
The researcher discovers by observation a parameter which was not obvious initially.

ar-obs 39 : ‘student tries to use electronic service and a window is arising asking
for a code’’

The students could not use the EIS directly except for the catalog. When they ask for
access to the web a message of code requirement comes up. The participants report

after this observation:

ar-l-w-2"

‘189: All computers have access to Internet. The user needs to have a password to
enter and cannot play or do anything.’

In the end students cannot visit other pages except for the catalog. This policy limits
their access. They can only see the catalog page while theoretically they should be
able to see also other things if they ask for them. The participant continues:

‘273: If they ask for it we tell them how to use the code, however they do not ask

forit.’

ar-l-w-3zy

‘38: In the library they can use nothing else apart from the catalog. They cannot
see other library pages. Also they can see if they want the ‘heallink’.’

About the necessity to use a password, one participant says:

ar-l-w-3zy

‘46: ... it is used in the pages of the university perhaps you can also see certain
information from the page of the university generally but you cannot see all the
pages of the university without a password.’

About the role of computers and services, another participant says:
ar-1-w-2"

‘185 Of course we do not let them play on the computers; they can only search for
books.’
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5.3.3.2 Philology
The researcher finds out that there is the same control access in this research site as

well. The researcher checked the computers’ operation and tried to use the

university’s website:

philologyl 1rst field
‘6: The computers have been pre-programmed to show the catalog page when
switched on, in the browse choice. There is a controlled access in the same way as
in the architecture library.’

Besides all the problems because of the few access points, the library has a policy to
restrict the access in order to support the catalog’s operation. There are access

restrictions so the conditions are not very convenient.

ph-1-w-2y
206. ...We allowed students to see their email. Primarily in order to facilitate the
foreign students that come to Greece, we have many Erasmus students, you see
they come here participating in various exchange programs. ... We realized that
this policy overburdened the operation of the library. Because fast-typing was
noisy- many could type fast-it was distracting and it bothered other people in the
library. Or discourage others from coming and searching in the catalog because
we had two machines only. What if a machine was occupied for one hour?’

In this library there are many students reading in the same area with the computers
then it inevitable to be annoyed by noise.

5.3.3.3 Summary
In order to support the catalog and to be protected, librarians have setup a control

system on the library machines. So in Architecture library the system asks for a code-
password when somebody wants to use Internet pages. Users have to ask for it from

the librarians. Thus, users have direct access to the catalog only.

The picture is quite similar in Philology library although the computers in this library
are fewer than there. They control the access to the network. They try to provide
broader services in order to cover students’ needs but they face problems in the library

operation. Table 6.10 presents the data summary.

Control access

Architecture

Academics

Students
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Librarians » Thecomputersare p The computers are

opening on the programmed to show on the
catalog page catalog page first

» Thereiscontrolled » There is controlled access to
access to the web the web

» Password control » Password controls the web
the web usage usage

» Fast typing is very noisy and
the use of a computer for
personal reasons complicates
the library operation.

Table 5.10 Accessibility-Control access

5.3.4. Comments

5.3.4.1 Architecture
They use EIS in their offices, at home or even at certain times in the library. Mainly

they do searching in their offices while some use them at home to an extent. The
university provides everyone with connection to the web free of charge at home. If
they have the appropriate equipment they can access the web with the university code.
The access at home is relatively easy. In the past users were facing problems in using
EIS at home. Now there are many lines available but the number of the users has
increased. They mention that the university will give more connection lines and the
things will be better. One participant associates the quality of access with the quality
of equipment or of the telephone line. The catalog frequently presents problems in the
university system connection. The system fails at certain times. They have also

observed a problem in the results of their research.

The students use EIS in the library and at home. One reports that he uses them also in
the ‘nisida’ but researcher’s three-day observation of the place has not found any user
using the library there. One participant claims that he uses them in his office. There
are not many student users who have an office. This participant works in the
department so he has a personal desk and computer access. He is a PhD student at the
same time. Also another participant reports that she uses EIS in ‘Internet cafés’
because she has no computer at home. The connection at home is not always good
neither fast. The access in an Internet café is more difficult. All the students do not

have a computer at home and when they have it they cannot connect to the network
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easily at peak times. Few participants say that the connection is not too bad. The

connection depends on the quality of the equipment.

Librarians argue that there is access for all users via the university on- and off-
campus. There are services which are available only on-campus and will be available
off-campus soon. The students ask for information on material they have found the
library, at home or other libraries. The students who attend the modules have no time

to deal with it at home and they search through the library.

There is a system of access control with regard to the EIS. Directly users can use only
the catalog. The rest of the EIS are available by code. This has been arranged in order
to ensure computer security. They also want to deter users from coming and playing
or checking and searching the web. Certainly there are technical problems that prevent
the smooth operation of services. There are problems in the university system. These
concern the contracts which the university has with the suppliers of EIS. Furthermore,
it is reported that there is a problem regarding the power supply in the building, which
negatively affects the smooth operation of services. Finally the librarians report
problems concerning the structure of the catalog. The identified weakness in handling
the Greek language as well as English at certain times, is another issue. Users often
face this problem. It simply does not perform searches in Greek entries because the
catalog has not the possibility to create indexes and information available through any

other way other than ‘Browse’ choice.

The above information is discouraging users in using EIS. Users want to have an easy
and quickly service. The location access can encourage them to use EIS although
there are not many machines in the library. The technical system support is
insufficient and this concerns all the participants. Academic are in better position than
the students because they have access in their office. But that students-users have only
the library and the CAD where there is barrier in the EIS usage with the exception of
using the catalog. When they face everyday disappointments regarding the use of EIS,
users discourage and services are not used. This data section support the objective of
this research and help the researcher to clarify the EIS and the conditions they are

used.
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5.3.4.2 Philology
Academics use EIS in the office or at home. The office is the usual point of access;

however participants confirm that they use them for searching or even browsing at
home. In relation to the question of the researcher about other points of access, they
mention the library and the postgraduates’ lab but they do not make use of them.

The catalog is useful in the form of the Horizon application while their computers are
Macs. Mac computers are very friendly to the users and serve Greek fonts and
‘polytoniko’. Many of the EIS are not user-friendly in such an environment something
that causes a number of problems. One technician caters for the needs of the entire
building while he is also responsible for building the webpage as well. The quality of

computers in the library is very low so there is a continuous problem.

Students have access at home or in the library. There is a lab that is not open anytime
so they have no access there. Only postgraduates have a separate lab where they could
use EIS or generally computers. Users mention the use in ‘Internet cafés’, but they
have to pay for such services. Also students mention the difficulty to buy a computer
at home. Finally the undergraduates do not have substantially access everywhere,
apart from the library. The system is many times stuck and no one can use EIS while
the computers are slow. Moreover they do not use the catalog under these conditions

because there is a card catalog.

Librarians support that all users have access at home - students and academics. There
are a lot of problems deriving from the technological equipment that exists in the
library for EIS use. The academics can use them in their offices or at home. The
students do not know precisely where they can use them. The academics face
problems of access because they have Mac computers. They began working with them
and their equipment was much more expensive and more functional than the
Windows. One participant supports that the academics have or are going to have
computers in their offices soon. Postgraduates have a computer room for their needs
but this place has controlled access now because problems were created and users can

enter only after getting permission.

Technically the central library brings, installs and supports the new service. However
on a daily basis there is no technical support. There is also a new journals’ library in
the basement which has EIS access and computers available but nobody mentioned it
during the interviews. The reason is probably that it is in a different building. The
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library in the basement has equipment in better conditions; still they are ‘old’
computers. Moreover this library serves all the philology students and is not close to
the specific printed sources. It covers only the printed journals and students could not
work properly there.

The EIS has not been part of the users’ life yet. Neither academics nor students use
them every day in order to support and complete their work. The access points are
insufficient and users do not know them. These data provide information about the

EIS and illustrate the conditions of their usage.

5.4 IT SKILLS

5.4.1 Users IT skills

5.4.1.1 Architecture
According to the literature review technology has been introduced into the Greek

university libraries. This is easy to be proved through the library’s website. Then the
objective of this research about the provided EIS in Greek academic libraries is
supported. The services are there but their usage level and their role in the academic
community has to be clarified and defined in depth. The users’ skill to use them is part
of this process and support the effectiveness of EIS. More thoroughly and in-depth
participants’ testimonies provide information about users’ ability to use computers
and services available via them and illustrate their relation to IT skills. The

participants answer on the question of the IT skills they have:

ar-a-m-lo
‘11: Few things. That is to say word processing and such things for work only.’

ar-a-w-30
‘11: No problem, but I have... I fear them, I do not feel as relaxed as I feel with
books or as happy as when [ sit in the library.’

ar-a-w-1o
‘28: L use the catalog and the Internet but I am not very familiar with them...l find
the printed forms much easier to use than electronic forms. Thus | have learned
just the minimum. 7 cannot say that I feel comfortable with computers.’
ar-a-w-2o

‘15: Ido not have a problem using them but I do not particularly love
computers.’
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Participants feel insecure and they do not consider the EIS to be an essential part of
the provided services. Participants in this site work with computer and they have the
main skills although they are not very familiar and sometimes they are technophobic.
ar-a-m-20
‘46. I have no problem using computer.’
ar-a-w-50

‘25: I do not have a problem, I am familiar with them. ...if  work on them, [ won't
have a problem with them.’’

ar-a-m-50
‘61: 1 feel comfortable with computers. Nothing can be done without them.’

On the other hand, there are participants who are familiar enough with computers and
have no problems with them at all. The other part of the participants seem to be
enough confident to use computers. They can use it to fulfill their basic task but also
to use EIS. Only one of them talks with confident about his skills and describes a

more professional use of computers and services available through them.

2ar-a-m-30

‘88: .... of course, I have all my favourite pages organized in bookmarks and go
there straight away.’

The level of confidence and experience is obvious in his following testimony. The
participant thinks he can find what he wants not only in the library services but also

on the Internet in general.

ar-a-m-3o

‘9: ... I can find, as I said anything I want. | do not say that I do not find anything
useful in our library because | have difficulty in searching. | want to say that the
system is so simplified that there is no problem at all.’

The participants’ testimonies for users show that there are students who have lack of

confidence and they try to obtain some skills:

ar-s-g-10
‘79: about the catalog in particular, I can use it now... I can use computers but
not very well, I'm doing my best... ’
ar-s-g-20
‘8: Few things. Word processor, such things, for work only.’
ar-s-b-4ol

‘64: Generally speaking studying in a university requires to know how to use
computers but now in my case it was only in the last year that | learned to use
them, therefore you understand how frustrated I feel with the technology.’
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Some of them have encounter abnormal results during their searching and when

simultaneously they do not feel comfortable with computer participants say:.

ar-s-g-50
205: ... honestly I have come here many times I sat for more than an hour,
struggling with the computer and afterwards got up and searched on the shelves
for the books I wanted.’

There students who can use computers and do not face problem:
ar-s-g-50-additional
‘63 I have no problem with using a computer.’

ar-s-g-additional
‘85 I have no problem with computers.’

There are also students who feel comfortable with computers as it is obvious from

their words:

ar-ps-b
‘62: I have had computer since '94, the 3.1Windows the first windows that were
out. I attended a course on electronic designing. ...’
ar-s-b-1o
20:...to an extent I can get in contact with others (email etc) ... I have an email
address, I send and receive messages.... | can do some transactions through the
computer.’
ar-s-b-3o
79: 1 believe that I have IT skills.’
ar-s-g-30
‘74: I do not face any problem with catalog, it is easy to use. Sincerely I have
more difficulty in locating the book in the library than on the Internet.’
ar-s-g-4o0
‘90: Apart from the difficulty of using the Greek language in the catalog | have no
other problem with the electronic services. I know how to use a computer.’

ar-obs 41: ‘Students are familiar on using computers and can manage to retrieve
the information they want from the catalog

ar-obs 37: ‘A student, a boy faces problems to use the catalog, he seems as he
cannot use computer at all.’

The picture is confirmed by the user observation in the field. There are users in the
library who can use the catalog and they are confident but also there are few students
who cannot use them. Then the last could not use EIS which require a more

sophisticate way of searching and more skill.

163



5.4.1.2 Philology
The picture in this fieldwork is not coming straight forward. The participants are

working and studying in an environment which does not have many accessible
computers so they do not have the opportunity to use EIS. Still there are people who
use and work with computers. They say:

ph-a-w-1

207: I know how to use computers because | have worked with them for a long
time. It is a tool in my job that I cannot work without it..."

ph-a-m-2
38: ... There is no problem in obtaining what I want for example in the Muse. The
catalog is very good but not through ‘nebula’, only through the Horizon.’

ph-a-w-2
‘329: I have a problem considering the fact that I work on very few... very basic
things, no... I only know how to write texts and how to seek certain things through
the Internet but I do not know how to use all these in detail ...’

ph-a-m-3

‘64 The truth is that the library’s page has changed many times, so now I do not
even know what is in first page is ....’

The case of preferring the printed version is revealed in this fieldwork. The following
participant is accustomed to in using the printed form so she has no need to use the

electronic form.

ph-a-w-3

‘9: ... and here we have (printed) all the journals, we have books, therefore I look
at them and I do not have to search through the EIS. So far there has been no need
to change my sources and reverse to electronic sources’

Another participant criticises himself and expresses lack of confidence in his IT skills
and insecurity in computer use:
‘117: Here we have problems with computers. I have trouble with Word processing,

not to mention hardware, one of the current problems that we face. | do not know
where I am supposed to ask for help...but I cannot...’

Academics in this site are less confident about their IT skills. They face the problem
with the different operation system (Mac) and they change into Windows. They are
not familiar yet but when they use computer in their tasks frequently they adjust

themselves in the new conditions.

Students’ testimonies about their IT skills are more confusing. They say the

following:
ph-ps-m

164



‘88: I can use a computer; I have had one computer since 1986.’

This is quite clear but not the following:

ph-ps-g
‘311: I have only used Word, only Word. I learnt it at school. This is and nothing

else. But then little by little ...1I did not ever know how to connect to the Internet. |
learnt to do so lately, then to operate the email, same and to start searching. In the

One participant asks for information on the screen and talks about the problem of
finding something she wanted during the searching process. She wonders if it happens
because of her IT skills. She makes clear that she struggles with the computer
demands. This level of IT skills and computer usage of a postgraduate and especially

of a PhD student causes many problems.

The participants’ testimonies at the undergraduate and graduate level are even more

clear about the user skills:

ph-s-b-1o
‘13: Just the basic, certain basic things.’
ph-s-b-20
‘65: In the past I used computers, now I have forgotten all about them ...."
ph-s-g-20
‘46: I do not face difficulties with computer use.’
ph-s-g-30
‘31: At least I have basic skills. I have a computer at home but no Internet
access. Only...if  use it in other places, if | use somebody else’s computer or in an
Internet cafe again in order to find certain information but only in specific
addresses which I already know.’
ph-s-g-40
‘35: I have used electronic services and computers. I faced problems and

uncertainty when I logged in for the first time. but I have medium skills ... and 1
do not have such good relationship with computers.’

Observation notes are not available in this research site because students do not use
the computer. The researcher sees only the postgraduate participant in the computer

trying to use the catalog and two female students who can use it and just go.

5.4.1.3 Summary
In Architecture the academics are circumspect and they remark that they do not have

the appropriate IT skills that they need. Talking about their feelings, they inevitably

report anxiety. They do not feel comfortable with electronic information and
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computers so they prefer printed information services and sources. Of course there
are some academics which use computers but only for certain things and have some

familiarity, and others who use them every day and work with them systematically.

Many students argue that they know how to use computers and that they have IT
skills. Some students of course do not feel very confident and they mention some kind
of fear. Their attitude is not the same as that of the academics. The students know that

it is a skill which is necessary to obtain if they want to graduate.

Some of the academics in Philology department have the skills to use some of the
EIS. They can create bookmarks and they state that they can use computers. Some
others could not claim familiarity and their feelings are very negative. Fear is the
feeling they admit while some academics felt overloaded because of the effort to cope
with this electronic medium. There are widespread misconceptions that in their
scientific field people are not expected to keep themselves technologically up to date

because they are theorists.

Some of the students can use computers but some others cannot cope with so
efficiently. The postgraduates are really interested and ask for EIS in detail. Although
they do not have special skills, some of them can use EIS and they have a computer at
home. An important observation in these data is that most users’ say that their first

search on the network was based on specific addresses. Table 5.11 presents the data

summary.
Skills
Architecture Philology
Academics » Afewareafraid of » Although they are not very
computers and confident they can use the
prefer the printed basic services through a
sources computer
® They canause » There are no experts only
computer and do users with basic skills
their work at a » There is some prejudice
basic level about the philologists’ IT
» Some of them are skills and attitude

more familiar but
still face problems
with search

®» There are few
some academics
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who can use them
properly in their
everyday life
Students » Students can use » Students at the postgraduate
computers at level have IT skills
various levels but ~ » At the undergraduate level
are not afraid of students have the skills to use
them basic services
» Afeware » They do not feel very
confident and have comfortable
the appropriate
skills
Librarians

Table 5.11 IT skills- Users IT skills

5.4.2 Perceptions on the IT skills of others

5.4.2.1 Architecture
Although the following academic participants have no particular problems in using

computers they support the idea that students are more qualified in the use of
computers than them and often say: ‘they come into contact with them from a very
early age, they are growing up with them’. Students feel comfortable with computers

and easily can use them. So their words support this opinion:

ar-a-w-1o
‘88: As I told you about the students, it is much easier for them to search....’
ar-a-m-50

‘151:.. It is easier for them to study and revise this way, it is cheaper and the
students are used to them. They are familiar and they prefer them to books. ... This
form is much closer to their style of working.’

ar-at-m-10
‘70: ... they often use them; they are familiar with the Internet and any electronic
service...’

They consider that computer is part of students’ life and they give an explanation

about it;

ar-at-w-30

‘152: Students use computers too much because all the communication takes place
through them...’

ar-at-m-4o0

167




‘68: Now, these (computers) are for children, for students. They are the computer
generation. We are more the book generation.’

ar-at-m-5°

‘42: Students use computers. I do not know the extent of their ability to access the
electronic services but we are in no way an obstacle to them.’

ar-a-w-2o

219: ...(postgraduates) They know how to use the Internet and they can handle
it....”

There is prejudice on students’ skills again. Academics concern that students have the
appropriate ability to use the computer. This creates a de facto situation which is not
really confirmed through the data analysis. Students in this research site seem to be
familiar with computers but this does not include all of the students and on the other

hand does not explain under which conditions this is happening.

The librarians’ opinions about the users’ IT skills show the impression they have of
their users although they have not done any research to verify it. Their impression is
that users have no problem with using EIS, particularly the youngest. Again there is a

priori opinion about students’ skills. They report:

ar-l-w-3zy

‘90: No, they do not have a problem in using the catalog or the computer, most are
familiar with it. Certainly, they do not have any problem.’

ar-l-w-1"

‘147: None of them has problem in using computers. They are very familiar. ...they
can search, the first of course time when they first arrive they do not know. But then
they get familiar .... But they do very well, they get accustomed.... But also we had
a catalog for many years and they had familiarized themselves with its use.’

Users have no other choice but to use EIS because the form of the catalog has been

electronic for years.

ar-I-m-5"

77: 1 believe that they use the catalog because there is no alternative. ...The
catalog was made in the electronic form from the beginning and it did not replace
the card catalog as it happens in other faculties. Thus it was established that the
catalog would be created as the only means of obtaining the information. ...~

The department and the nature of the subject require users to have IT skills because
they have a course during their studies and they deal with many electronic programs
in order to complete their course. Although users have IT skills they do not use EIS

except for the catalog.
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‘81: ...they do not use other services. Here we take it for granted that they use
computers. ... A 99% of them are absolutely familiar with the computers because
the department makes requirements on computers usage. ...~

About first year students the participant says:

ar-l-w-4"

‘44: they do not know how to do a catalog search, a lot of students do not know
how in the beginning. The problem is the language, English...I think that many of
them have never used a computer during secondary education... they do not go to
libraries’

Data are contradicted in this area. Students are familiar somehow with computers’ use
but there are students who have not enough skills to use EIS effectively or even use
the catalog effectively. Observation notes confirm that students face problems to use
the catalog and are not confidence all time. The parameter of the year of their study is

important and forms the level of their familiarity.

5.4.2.2 Philology
The Philology department makes different requirements and demands on their

students. These have an influence on users’ behaviour and IT skills as well. When
academics talk about the students’ IT skills, they say the following:
ph-a-w-1

‘215: Young people know how to use computers. Many students have a computer.
Then the prejudice is present again in academics opinion about students’ IT skills. But
also there is the opposite opinion as well:
ph-at-w-2

‘82: Our students have problems in using the new technology although they have
the modules in the university.’

Librarians report their experience with users and their IT skills:

ph-1-m-1g

‘101: They are not educated in them and they are totally IT illiterate. Particularly
undergraduates do not even know how to use the mouse. Postgraduates are a little
better.’

ph-1-w-4n

‘16: Usually they ask for information and they expect an oral answer. If we mention
them the available computer facilities, many of them can use the services. Of course
not all of them but still there are some ...’

ph-1-m-5g
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‘133: .... I believe that they are quite familiar.’
ph-1-w-8xn

‘22: They can use computers but they do not use the catalog.’
ph-1-w-9n

‘96: In any case there are some students who are still afraid of computers. They
say | am not familiar; they hesitate to come, to sit. We encourage them to do so...’

Librarians describe the same picture as the academics. They have seen students which
can use the catalog and the EIS but also they have seen students who cannot use them.
Clearly postgraduates present different levels of skills:

‘160: At the postgraduate level most students know how to use word in order to

write their assignments. That is fundamental knowledge that you expect of them in
order to search in the literature.’

Librarians discriminate the academics IT skills level. Then according to them
academics have not all the same skills:
‘164: Younger academics know how to use computers because they do research. If
they do not have the skills they acquire them.’
Observation notes in this area are not available because students do not use the EIS
during the observation except the postgraduate-female-student participant.
Conversation in the corridor with students and the researcher reveals that students
have IT skill when they have attended a private school in the secondary level or when
they had a computer in their home. Public secondary education has not skilled them to

use computers.

5.4.2.3 Summary
With regards to students, the academics believe that they have more skills in

Architecture. It is easier for them to obtain skills and to work and communicate
through computers as academics say that ‘it is in their way of thinking in their
mentality’. It is obviously prejudice and a circumspect attitude. A common idea in
their testimonies is that, above all, computers and EIS are not for their age, but for

young people.

According to librarians, users have IT skills and use EIS even if the only EIS they use
is the catalog. They do not have any other choice because the catalog has been

electronic for years. In the beginning when they first come to the library they face
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some problems until they get used to in using EIS. The department and the structure

of their studies force them to obtain the skills.

Users who use the computers in this library are few in Philology. The researcher
spent a lot of time until she could see some of them. Academics have contradictory
pictures about students’ skills. Participants argue that they support students so they
can use computers and that they want to use EIS but on the other hand, they contend

that students have problems although they attend classes in obtaining computer skills.

The librarians said that students are not qualified to use computers but some of them
can handle them. One participant said that although they can use computers they do
not use EIS much, not even the catalog, but when they use it they know how to do it.
They can learn quickly when you show them how to use EIS. The following Table
5.12 presents the data of this section.

Perceptions on the IT skill of others

Architecture

Philology

Academics They believe that Opinions about students
for students skills are contradictory
computers are the Some academic believe that
most useful way of some students are more
finding information familiar and some others are
Students are not.
familiar with Some academics believe that
computers more the younger generation is
than them more familiar with
Students at the computers.
postgraduate level
are more
demanding and they
need them more

Students

Librarians They believe that They consider that students

users have no other
choice but to use
computers
Students are
familiar with the
catalog

The first year
students face
problems but the
university demands

are more familiar than
academics.

One of the participants states
they are IT illiterate.
Students who sit in front in
the computer are familiar.
There are students who are
afraid of computers
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lead them to
become IT skilled.

Table 5.12 IT skills-- Perceptions on the IT skill of others

5.4.3 Developing IT skills

5.4.3.1 Architecture
The users give information on their IT skills but also on the way they learned to use a

computer. They say:

ar-s-g-30
‘42: I have not been educated in computer usage and I have not attended
specialized private schools. I have learned how to use them alone....’

ar-s-g-50-additional
‘69: I learned during my studying. I learned how to use them.’

ar-s-g-additional
‘105: 1 did not learn in the University but by myself.’
ar-s-g-5o-additional

76: | attended some seminars during my studies which were architectural
programs. | also use the Internet for information. 1 did not have any previous
experience in secondary school.’

ar-s-b-3o
‘83: I believe that you learn to use the computer the moment you buy it. Learning
comes while you use it. When | was at school we did not have computers, we did
not even have art lessons.’

Users are mostly self-educated in the IT skills. Students have a background of
information from their schools but they are more or less self-educated. Academics are
again self-educated even though there is a participant who supports that she went to a

seminar in order to learn how to use computers.

5.4.3.2 Philology
ph-ps-g
‘311: 1 only used word, only word. I learnt it at school. Just this, nothing else...
But then little by little...’
ph-s-b-1o
‘19: I learnt basic things at school. I remember some of them and I learnt some

other things from friends, in group work or when somebody knows more shows
me...."
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ph-s-b-20
‘113: I do not know many of programs that I can work with. We had a module at
school last year but ....°

ph-s-g-20
50: At home when I was young kid...I had heard of Windows, keyword, and so
on...at school there was not a module, so I learnt in the university.’

ph-s-g-30
‘51: We had an IT skills module at the school, which was mostly theoretical. The
computers were very few so it was very hard to practise on them, with three or
four of us sharing one PC.’

post-student girl philology?2
48: I can use computer and search in the network. I learned by myself.’

Students seem that they obtain IT skill in the university and because they need them to

complete their studies.
Librarians say about the students’ ways of obtaining IT skills:

ph-l-w-4z

‘40: At secondary school they take some IT skills module. Usually they do certain
homework in the ‘Word-processing’ Very few because as for as I know, usually the
children leave school during the computer lesson class...’

ph-l-w-7n

‘88: ...I have seen those who come to the seminars; the majority does not know
what the buttons of the keyboard are. There are other students of course, who are
familiar enough but ... there are many who are not...’

According to their opinion students are not qualified to use computer when they come
in the university. Students learn in the university how to use the computer. In the

researcher’s conversation with a user in the card catalog area, it is said that:

ph-obs 52: A student (female) say to me that she learned computer skills at school
but she cannot use anything that the Word. She is self-taught’

5.4.3.3 Summary
Users in Architecture obtain their skills either by personal practice or by attending

specific private seminars. There are students who were taught in secondary school,
but their skills remain at a basic level. In this library the catalog is electronic so there
are users who had no other choice than to learn how to use computers. Also the

courses in the department require computer skills.
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Although students participate in computer modules in the secondary school they do
not trust their skills they feel insecure and they ask for more. One participant attended
classes in a private school in the past and a postgraduate declared that she is self-
taught.

Students in philology support that in the secondary school students take courses on
computers use but this is not enough or the level they reach is not enough to give them
the ability and skills to use EIS. Some of them obtain IT skills on their own at the
university. Some students participated in IT skills modules in the secondary schools
but they did not learn many things and others attended a private school. Most of them

learnt them in the university. The data summary is presented in Table 5.12.

Developing IT skills

Architecture Philology

Academics » Educated through »
seminars and self
taught

Students » They are self- » Students had a course in the
taught on the use of secondary education but
computer usage learnt just the basics.

» They learn in the They are self- or had private
university lessons

» Few have learned
in the secondary
school at basic

level.
Librarians » seminarsandself- » They believe that students do
taught not have particular skills
when they come to the
university

Table 5.12 IT skills-Developing IT skills

5.4.4 Comments

5.4.4.1. Architecture
Users are doubtful about their skills. Academics observe problems that are due to their

age. They say that they do not possess the skills and knowledge they should have in
order to use computers. Speaking about EIS, it was inevitable that they would report

feelings of distressed or even fear of the computers and they claim that they prefer
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printed sources of information. On the other hand there is a number of academics who
ask for IT courses or use e - learning to support their classes and who believe that they
cannot work without computers and EIS. They believe that it is easier for students to
learn, communicate and work with the computer. They believe that students can and
have the skills to use them. More specially, one reports that computer is ‘in their way

of thinking’.

Students claim that they know how to use a computer. Some of them do not feel
familiar enough and even speak of intimidation fear. However their attitude does not
appear to be the same as that of the academics. Students know that they should have
the skills to use computers in order to get a higher grade. They acquire skills on their
own or in the university. Some participants report that they learned certain elementary
knowledge at school (secondary education) or that they have attended courses in

private schools.

Librarians say that the students have the ability to use computers. They use the catalog
because they have no other choice in order to locate the library material. They report
that in the beginning when students come, they face certain problems because they
have not used a computer before. Quickly afterwards, the librarians support that
students very fast learn how to use computers and EIS. The faculty forces them to
learn because students have to use them in designing programs in labs. About
academics they believe that some of them face serious problems to use them.

5.4.4.2 Philology
Academics believe that younger people use and learn how to use computers more

easily. It is obvious also in this part of the sample. Services that require complicated
processes in their installation or their use, cannot be adopted by users who have
limited skills. Ultimately they cannot do it and they abandon the effort. Some have
the skills to use computers. They seem to be skeptical with regard to the skills they
possess but also their sentiments about computers are negative. There were a few

participants who claimed that they cannot work without a computer.

Some students argue that they could use computers while others not. Even if they are
not perfect users they say that they can use some programs or EIS while a few of them
have computers at home. Even if students were taught computer skills at school, they

are confident about their skills. This concerns mainly first year students of the
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university. They believe that they have to use computers every day in order to reach
the right level of skills. They learn by themselves. The students do not have particular
skills, although some students are capable to handle several tasks performed with a
computer. Most of them do not use the catalog but when they do it they know how.
Even if they cannot, when somebody shows them they manage to do it. In the schools
of secondary education they attend classes dealing with the use of computers but it is

not enough in order to give them the knowledge they need.
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6. Analysis and findings second phase

6.1 Introduction in Education system

The term ‘Education system’ is defined specifically by this research and it includes
the student assessment and teaching and learning conditions as part of participants’
studying experience in the university. This chapter is originally defined by aims but
the data collection technique and the depth is going to is directly connected with the
previous data collection stages. Then it arises in order to identify the reasons why
users use the Els and it is used to answer the question ‘why do they do it in this
way?’The answer in this question is that the education system and its demands define

the role of the library.

The data which are presented here are mainly from the telephone interviews. This
chapter includes few data from personal interviews and observations but the majority
is covered by the last stage of the data collection. The sample which provides the data
is mainly the academics. The researcher considers to interview academics directly and
especially on this subject it is quite important in order to understand why they users

and mainly the students use the EIS in the way they do it.

This research has been linked with the education system and its dimensions in
everyday life via the data characteristic and information. Themes identified by this
research are: the general demands of the faculty, the teaching process, the role of
assignments and the role of bibliography in the learning process. This part of data
supports the objective which concerns the users’ needs in relation to their academic
studies. This relation is fundamental in order to understand what is happening in the

research sites and how the EIS are used.

The general demands of the faculty define the obligations and requirements, which are
prerequisites for students’ graduation. The nature of the curriculum as well as the
teaching process, have an effect upon the students’ real needs and, as a consequence
the level of EIS use. The role of the assignment and the role of bibliography in the
learning process define the real need for students to use EIS and the frequency they

use them.

177



6.2 University demands—Role of exams

6.2.1 Architecture
Participants describe the assessment process in the Greek university. The researcher

finds out that the role of the exam during their studies is considerable important.
Students have to do some assignments but their role in the assessment process is
supplementary or covers half the average of their mark. Theoretical modules require
different assignments from the practical modules. Then participants’ testimonies

support:

ar-a-m-1°

‘123: In a few modules we have assignments. Usually they supplement the final
mark. But it can be 50% and the other 50% is the written examinations.’

ar-at-m-1o

‘118: In theoretical modules they have to write few assignments. They also have to
pass a special module in their 5th year. Students have to do research project. ...
and they have to submit an extended essay.’

ar-at-w-30
‘42:... these assignments are not enough to pass the module.” And:

“94: They do some assignments. They have to attend lectures, seminars and do a
few assignments.’.ar-at-w-10

‘46: We would not say assignments are optional. There is a percentage of the grade
that comes from their assignment... The examinations can be 60% and assignments

40%.’
Even if students have to do assessments, these are not enough to pass a module. The
assessment process includes assignments and exams. But there are modules which
require writing an assignment and presenting it in the class. These assignments are

enough to pass the module.

ar-at-w-2o

‘42: In some modules students pass their module only by an assignment and in
others they have to go under exams. In the first case they have to present it to the
class and answer questions.’

ar-at-m-2o

‘86: They have to write a paper, a thousand words and have to use bibliography at
the end. They have to search and find it in the library or anywhere else. Still, the
written exam is the way to pass the module. And, to get their marks.’

Students have to use the library in order to complete their assignments.

ar-at-m-5°
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‘74: We give them a subject which is the only way to pass the module. The same
assignment is the way to assess the student.’

ar-at-m-4o0

24: O.K some modules require both assignments and exams on the subject of the
module and some others only exams.’

And he concludes:
‘88-90: We ask them to write assignments, they attend lectures, they have a subject
as assignment and take exams.’

Then, their studies require writing an assignment and designing assignments which

are compulsory.

ar-at-w-50

‘38: Sometimes yes, they do the assignment and they get the marks. Some other
times not. Students have to use the library or to write an essay or make a design
and then they have to take exams.’

Then students have the motivation to use EIS and in this research site they have the IT

skills as well or they obtain them during their studies.

6.2.2 Philology
Exams and assignments can be used as supplement to the assessment process in this

site as well. But students in the philology department do not have many assignments
and their access in EIS is difficult. This department has some special needs as well.
The subject which covers is language and literature. There are many essays in Greek
language and they are not available in electronic form. There is some digitized

material but there are many printed sources in the library.

ph-at-w-10

‘42: Certainly there are modules in which they should (also give
examinations). There are others do assignments. They need to present their subject.’

ph-at-m-1

‘62: Assignments could not be optional. They could be... but they would have to
give exams.’

ph-at-w-2
About the university requirements, lecturers say:
‘18: The requirements depend on the module. In some module students have written

exams or oral exams. Students may have assignments or a combination of the
above.’
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About the role of examinations, students say:

ph-s-g-30
‘191: we have to give exams to pass the module anyway.’

About the role of these assignments librarians says:

ph-l-w-7n

‘110: They have to pass exams so the assignments role is not very important. | do
not know if they have assignments and pass the module only with them.’

The role of the assignments is more or less the same in this research field as it way in
the Architecture. Students have few assignments which are compulsory or not.

Students mainly have to pass exams and they can do assignments as supplementary.

6.2.3 Summary
According to academics, students have to do assignments although these assignments

are not enough to pass a module in Architecture. They have to read notes from their
classes and read further information to pass exams. The role of exams is a major issue
even when they ask for a written assignment complementary to the practical exercises
in labs. This confirms the literature which supports that the learning system is based
on one text/book. Usually assignments are part of the final mark. There are few
modules which do not require exams. But in most of the modules, assessment is
based on both. All the theoretical modules demand exams. When students can pass the
modules only by assignments, these assignments can be one or more drawing s or
writing. There is a final project which has more demands and motivates students to
use EIS. Participants’ testimonies add a piece on the objectives by informing about
the real studying conditions and learning process. When students do not need to use

the EIS in order to complete their modules they have no real reason to use them.

Exams with assignments are the assessment means but the latter are not many in
Philology. The role of an assignment is not important. The exams are the dominant
means of assessment. The picture, in this research site, is more traditional. Students
have almost no assignments and they do not have final project as well. So they have to
pass their module by exams. The academics provide them the one text as the literature
says. There is no motivation to use EIS. Summary of the data is presented in Table
6.1.
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University demands

Architecture Philology

Academics » Examsare » Exams are compulsory and
compulsory and students have to pass them
students have to pass » Assignments are not enough
them in most to pass the modules
modules » Their studies include

» Assignments are not lectures, seminars and a few

enough to pass the assignments
modules

» Their studies include
lectures, seminars
and a few
assignments

» Student have to read
further than just
attending classes and
submit a final project

Students ° » Exams are necessary to pass
the module

Table 6.1 Education system- University demands

6.3 Postgraduates specific needs

In this case participants’ testimonies present a different picture between the
undergraduate students’ and postgraduate students’ demands and needs. Participants

talked about postgraduates and their requirements:

ph-ps-g

‘59: Students in post level need to search and find more information. ... It is not
feasible. It is not possible to ask for assignments at this level. There are too many
students. Only at post level.’

Post-graduates have more requirements and look for more in depth information

sources.

‘391: The undergraduate does not learn to do research. In the English department
students have courses where they learn to do research. We do this work when we
are postgraduates. Undergraduates gain a lot of knowledge if they take them.’

Librarians confirm that students in postgraduate-level need more information sources

thus more electronic services. The difference between the two levels is clear:

ph-l1-m-1g
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‘73: in undergraduates there is no need but in post-graduates there is a need.’
ph-1-w-2n

‘518: postgraduates find themselves ‘in deep waters’. Many times they write their
first assignment at the postgraduate level.. They do assignments for each module,
and the large one at the end. They search in every way. They come to the library
and search everything.’

ph-obs 44:‘Every day the researcher meets a postgraduate (female) who is
struggling to find the information she needs in the library.’

ph-obs 59: ‘For many times, the researcher talks with this girl informally and the
comments are relevant to their qualifications in using EIS and IT skills.’

6.4 Summary
University has more demands from the postgraduate level students. They have more

requirements and need more information. They have assignments while
undergraduates do not. Students at the postgraduate level need more information and
they search more. At final year things are different. There are not many assignments
and they are complementary to the final mark. Some students do assignments at the
undergraduate level but most attend the classes, read the module’s notes and the
academic’s text book and finally pass the exams. Librarians confirm the picture that
academics and students support. At postgraduate level needs are more complicated.
Students face problems because for many of them the assignment at this level is their
first assignment. So they search everything and ask for everything. Thus, an
exception on this research site is the postgraduate level. Postgraduates have to use EIS
in order to complete their studies. So the conditions in this level push them to ask and
learn about them. The gap in the undergraduate level creates frustration in these
students. Education demands are increasing while their skills are not. Table 6.2

summarises the data taken and analysed in this section.

University demands

Philology
Postgraduates

Academics » Postgraduates have to look for more
information

Students » Requirements at this level are
different

» Learnto search
Librarians » They need the EIS
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» They have projects to complete
» They search for everything

Table 6.2 Education system-University demands Philology

6.4 Teaching process

The teaching and learning process is difficult to be defined. It was not part of this
research in the first stage and it is searched in terms of its relationship with EIS. This
research is data driven and data led the researcher to discover this area. Participants
described the process through their eyes. Their testimonies are contradictory. In this
part there is information about the way participants work in the class and the role of

assignments and bibliography.

6.4.1. Architecture
About the teaching methods and the learning process, participants say that the

teaching process includes lectures and presentation without any specific student
participation during them. This process is more relevant to the traditional teacher-

centered methods:

ar-at-w-10

30:.. I use the blackboard and present the theory, which depends on the curriculum
context at the time. We use the rest of the time to practice the theory. We apply what
we said in theory.’

ar-a-w-2o

‘211: The learning process includes lectures, seminars and labs. During the first
year students do not have many assignments and what they do get is more
supplementary.’

About the learning process participants say:

ar-at-w-30

‘86: We have many modules particularly in the subject division. Students cannot
work in depth in the theoretical subject area because there are so many modules...’

About the teaching process she says:

‘94: ... As you can understand the module is not integrated in a seminar or lecture
and we could say this process is passive.’

At the same time she says that:
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‘112: Students search on a subject in the library and write essays. They learn
independently.’

ar-at-w-50

‘30: ..These assignments demand the use of the library and sources in printed and
electronic format’

About the learning and teaching process students say:

ar-s-g-20

‘112: The teaching process includes mainly lectures. This happens in ‘core’
modules in the first and second year and a little in the third. Lectures are the main
teaching way and participation is minimal. In specialization things are different.
Lecturers require more participation even though lectures are again the teaching
process’

ar-s-g-30

‘114: Modules concerning theory include lectures. The labs are a different story.’
The teaching and learning model is traditional. Seminars and passive students
participation in the process is the main way to complete the modules. Students do

assignments during their studies especially in the end.

6.4.2 Philology
In Philology things are different. The department covers a more theoretical area and

as a result the teaching and learning process is different. Participants link the teaching

process with their personal weakness in using technology and the academics’ age:

ph-a-w-3

‘177: 1 believe that we still have the traditional teaching process. This happens
because there are many academics that are old. They do not feel very comfortable
with technology so they do not use it. They can not reform the teaching and
learning process.’

These are the participants ‘opinion about academics’ attitudes in an old age.
Education process is not innovative because of their negative attitude on the new
technological means. Other participants argue that they use passive and active
practices in teaching and learning but still they are not positive to changes.

ph-at-m-1

‘66: we could say that sometimes the education process is active and other times it
is passive.’

ph-at-w-10
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‘94: A student attends lectures and seminars. They do some assignments. They read
many things that are not included in the lectures. The module is not completed in

the lectures.’
ph-at-m-2

‘34: Modules are lectures... but | encourage them to participate and have their
opinion. There is a discussion upon the class content but it includes me and them
and it is not between them. We cannot go into it too much because afterwards it
would be impossible to teach.’

This is a dialectic approach in the class. He continues:

‘38: My module is not a seminar but a lecture in a classroom. It is an open lecture
and we could discuss a subject. Sometimes | have some questions and students have
to answer them so | can check how they react.’

Students’ comments about the way of teaching and learning are without hesitation,

that it is passive:

ph-ps-m
‘216: Passive learning and teacher-centered’

A postgraduate in philology says that although he graduated in ‘98’ he believes that

the situation is not different now.

ph-ps-g

367: Usually classes include lectures. The process is the academic coming and
presenting a subject. In some courses we could present an assignment but we still
have exams.’

The teaching process includes lectures without student participation in the process.

ph-s-b-10

‘83: Other courses are based on a more dialectic process. During this process we
talk or academics assign us to do exercises. Also there are courses in which nothing
happens. Simply the academic presents his own notes, you keep notes during the
lectures and you take exams afterwards.’

The participant illustrates the education demands from his side. He continues:

‘91: In ‘ancient Greek (title of a module) we take the text, the professor tells us the
comments and translates the text and this is the module. However there are other
modules during which we sit together, analyze, we say our opinion about other
books, together... there is a dialogue with the professor.’

He describes the dialectic and the more active modules process.

ph-s-b-20

‘150: The teaching and learning process depends on the module. History for
example...the academic gives lectures and that is all. There are other courses,
which demand assignments, or we discuss things during the lecture.’
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ph-s-g-30

‘179: Most of the modules are lectures. Some courses were in this style of work
presentation. We used multimedia in one course only, projector, and computer. It is
a course we had for technology. Students attend and participate with coursework
etc. Yes this is all. There is not anything different.’

ph-s-g-40

‘75: Depends on the module. In some modules we have notes to read in some
books. Few of the modules are seminars.’

Modules require seminar participation. Students have to participate in a dialectic
process but they do not have the opportunity to learn independently. The model of
teaching and learning is more or less traditional and students have to passively attend
the course. The assignment is part of the process but is not widely applied and still its

role is supplementary.

6.4.3 Summary
The teaching and learning process includes lectures seminars and labs in Architecture.

At the beginning of a student’s course the assignments are few and their role is
supplementary. There are many modules and students could not tackle a subject in
depth particularly in theoretical modules according to participants’ opinion. The
course demands include that students reproduce the theory and they have to do it.
These results confirm the literature although participants declare that they learn
independently. In practice they offer few opportunities to their students to develop
their learning skills off the class. The learning process could be characterized as
passive although participant say that students learn independently. Students argue that
they have lectures in the first two years and less in the rest. They agree with the
academics on this point. Participation is not great while in specialization (in the fifth
year) things are different because academics have more requirements. More
requirements mean more students’ involvement. There is a different policy and
different demands in practical and theoretical modules but still the most demanding is
the final project which require more research so more EIS usage. Then academics ask
for more participation which is directly linked with EIS usage. And this is the pivot.
This point will be more obvious in the data analysis part, which concerns the

assignments role.
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Philology department offer lectures or seminars to their students. The teaching
process is teacher-centered and students have very few opportunities to participate
actively in the class, lectures and seminars. Lecturers work in classes and try to attract
students to participate actively via dialogue and conversation. Participants support that
the teaching process is more traditional because of the age of academics and they
could not change their way of teaching. Students have to keep notes during the
classes, read them and pass the exams. Academics have to face a large audience so
they could not assign assignments because they could not check them properly. The
modules are introductive. All this happens in the first years of studies. Later, the
audience is smaller but the old habits remain. Lectures and seminars cover the content
of studies. The teaching and learning process is sometimes passive when they have
only to attend lecturers and sometimes active as participants characterise them.

There are lectures where the academics simply present a subject. Very few modules
give students the possibility to do assignment; during some modules the teaching is
based on a dialectic process and in doing exercises. Student still have to pass exams.
In other modules students have only to attend the lecture and pass exams. So lectures
and few seminars are the way of teaching and learning in the class of the Philology
department. Students participate as the audience and few times participate actively
when the module is practical. There are no compulsory assignments which require
research so students are not motivated to search about information in EIS. Table 6.3

presents the data of this section.

Teaching process

Architecture
Teaching and
learning
Academics » Lectures, labs and » Traditional teaching and

seminars are part of learning process
the teaching and » Lectures and seminars are
learning process part of the teaching and

» There are theoretical learning process
and practical » There are theoretical and
modules practical modules

» There are many » There are many modules
modules » Passive and active process

» Assignments are part
of their studies after

187




the first two years

Students » They attend mainly  » Passive learning and teacher
lectures centered
» They are not active » Dialogue is the mean in
» Labs are a different some modules and in others
‘story’ they attend lectures

» In the specialization The teaching and learning
they participate more process depends on the
modules nature

Table 6.3 Education system-Teaching process

6.5 Assignments

6.5.1 Architecture
Assignments are considered important in this research, something that determines the

EIS usage to be or not, part of the student participants’ everyday life. Academics have
the experience and have their way to find what they need to do their job. They have
personal subscriptions and they are members in scientific international communities.
They have been doing it for a long time before the EIS’s existence. Participants say

about the assignments:

ar-a-m-1°

‘75: They have as assignments small essays. Specifically, ‘in the specialization’ we
do enough work. They can find articles by searching by themselves. | mean that
they can not find them via computer, they can find them in print..’

The academic are used to use the printed version of sources but this picture is
changing. They require students to search and write small essays as they argue,
especially in their final year:
‘103: it happens mainly in the final year, in the specialization. I said that is from
the third year and afterwards.’
ar-a-m-30

203 Students do assignments which includes literature review, reading and
writing notes 5-10 pages, depending on the module...’

‘205: They write literature review assignments, they do. They read and they write
certain notes 5-10 pages depending on the course. They also do a large one, the
‘diplomatic’ project. The last is more extensive. They do it in the final year.’

ar-a-m-4o
24: O.k. some modules require students to do assignments and take part in exams,

oral or written upon the subject of the module.’
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ar-at-w-1o0

‘34: They have assignments and they submit them after the course.’
There are different types of assignments, some of them are more theoretical and some
are more practical. Although the participant argues that students have to submit
assignments later, she said that students do not write essays. Moreover, participants
explain about the type of assignments that:

ar-at-m-1o

‘18: Students are required to do drawing course-work, small building models and
such things.’

Lab modules require assignments and this is enough to pass the module. Students
have no exams when they produce a model during the class in lab. About theoretical
modules they confirm that:
‘54: In theoretical modules, which includes lectures, students have assignments
which have to be presented in the classroom.’
The different characteristics of a module present, as a result, certain requirements in

theoretic modules and others in practical modules. So the participant says:

ar-at-w-2o

‘50: In my module, students have to search the literature. They have to write
assignments sometimes. Not so often as they did in the past. Now they write an
assignment but it is not very demanding. They still have a lot to do for the lab. They
do architectural subjects thus, they draw. Not only in the theoretical module they
write some assignments but also we encourage them mainly to search in the library
and particularly in the architectural journals.’

ar-at-m-2o

‘54: Students do not have assignments. They have to produce drawings so we ask
for those designs and planning. .... Only in some theoretic modules do they write
essays but we encourage them to use the library. Particularly the printed
information.’

ar-at-w-30

‘30: They have assignments. We ask them to work in the ‘spoudastirio’ (library).
They have to do it. They have to work with books and electronic sources.’

ar-at-m-3°

‘18: Students are required to do drawing and planning work, and such things.’
The following participant makes it clear that assignments are sometimes compulsory
and sometimes not but mainly they are not enough to pass the module. They confirm
that students have to do assignments during their studies although assignments are not

always extensive or even literature research assignments.
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Participant says about assignments:

ar-at-m-4o0

‘40: They have assignments and they are not very complicated and are
supplementary. Students have to do a small research project for example ‘the
archeological site of Knosos’. They have to find information and produce a small
presentation with a small design.’

ar-at-w-50

‘69: Question: If I understand correctly students do not have the kind of
assignment that requires using electronic sources and having references at the end?

70: Answer: Of course there are these kinds of assignments but not many. Students
need to do assignments and use literature in any form printed or electronic.’

Students do assignments particularly after the first three years. The course duration is
five years and in the final year students have to submit a large project (specialization
or ‘diplomatic’). The role of the last project named ‘diplomatic’, is quite important

and compulsory.

ar-a-w-2°

‘30: Students work on a subject as an assignment. They cooperate and they submit
it at the end of the semester.’

And:

215: Students have no assignments, at undergraduate level, particularly in the
first three years. They have mainly exams and some assignments. At the end of their
studies, students have to do a project and research a subject area. This project
requires that students use the library. At postgraduate level, students do
assignments and need the library more.’

ar-a-m-30

203: ...They have the final ‘diplomatic’ as well. It is a more extensive task for
graduates.’

Students’ testimonies support the given information by academics. As academics

support and students said, the assignments are not part of the first year course.

ar-s-b-1o

‘97: We have assignments. It is impossible to graduate without assignments. Till
now nobody has asked for essays. Of course it depends on the person.’

And he makes it clear:
‘105: we are assessed by exams and design models.’
ar-s-g-20
‘92: We have assignments. We have to write small tasks particularly in the last

years of studies.’
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About the nature of the assignments he says:

‘120: In all modules assignments are not optional. Just in a few. Many assignments
play their role in the final mark. It could be half the assignment and half the written
exams.’

Many lecturers ask for assignments but not all:

ar-s-g-2o
104: Many lecturers ask for assignments, not all, but enough.’
Students confirm the role of the final project as well:

ar-s-g-20

72: We have assignments, especially in the graduate year and in the
‘specialisation’.’

In more detail he says:
‘76 we can find articles and search by ourselves. It is not necessary via computer.

We can find them anywhere. We can find the sources, which they prompt us to
search, without the help of computer.’...

Librarians’ testimonies describe their picture of assignments. About the assignments,

the participant from the library said:

ar-l-w-1"

‘232 Very few lecturers ask students to come to the library and find some
information on a subject. Students have few assignments. Not so many but they have
few. Normally they need to review the literature in their last year when they have a
‘diplomatic’... Usually they do assignments when they reach the graduation year
and then they need to do literature reviews. There are a few modules where
lecturers promote them to come to the library and find information by themselves.
This is all.’

Academics attitude about EIS usefulness affects on the students choices during their
final project completion. Students need to use EIS but academics can force them to
find the needed information in the EIS but if academic are not positive or do not even
know the EIS could not propose them as a resource to their students. It is obvious that
these final project at least requires to use EIS and students have to use them in their
final year. Probably librarians should provide special user education for the final year

and have more free access points in the library in order to cover their needs.

6.5.2 Philology
The picture is different in the Philology department. In this department there is a

defined problem by participants which concerns the big audience in the classes.

Especially academics find it difficult to apply active learning methods in their classes
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and they consider the students’ number quite a discouraged parameter. Actually,

participants say about their experience:

ph-a-m-1

‘63: Only when the audience is small and we control the assignments do we ask for
them. In the last few years we have had too many students so that is impossible. We
used to have 20 students in a seminar class but now even in seminars there are
many students.’

ph-a-m-3

‘108: We have big and small audiences. Many lecturers have large and small
classes. In the large class it is not feasible to cover the number of the students ...
Modules of the last year of studies which are ‘at choice obligatory’, the audience is
small but the mentality (habits) remains. And students are used to this way and so

are we.’
ph-at-w-10

‘30: We demand from them to do assignments and work in the lab. They have to
work in the library with any source. These assignments are not the only way to pass

the module.’
A participant adds more details about the nature of the assignments:
‘50: Of course, the assignment requires searching literature. They do not write

essays. Not always. Usually, in the old days they wrote more but now, they write
something but nothing too exigent. The module is practicing in a lab.’

It is obvious that modules based in a lab have a more practical character. In this
department lecturers ask students to write simple things during the class but there is
still the need to go to the library and get information.

‘86: The University does not require them to do many assignments because students

have many modules particularly in my department. In theory subjects students have
many modules so it is not easy to search a subject in depth.’

ph-at-m-1

22: Look, we have lectures and seminars. Now students work in the lab, do some
reading there, sometimes borrow books for a day or two but we are not very willing
to lend books.’

The library does not borrow books at the time of the research. Now this practice has
changed and users can borrow books from the library. It is one of librarians’

intentions to achieve this service for their users.
He continues:

‘46-50: In seminars, students have to submit assignments... My module is oral and
theoretic just like a lecture. There are seminars. Students have to submit
assignments.’
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Students support that in the first year they do not have assignments at all. They

describe their experience as:

ph-s-b-10

‘59: We do not have any assignment in the first year as for as I know. After the
second year we have some compulsory I think. In the first year we do not.’

ph-s-g-10

‘48: we have no assignments. I have not heard of any modules in having them in my
year. (first year).’

ph-s-g-20

‘150: In some other modules we have to search in the library, we do assignments,
discuss with the lecturer.’

The picture is changing during the rest of their studying years. They are not

compulsory so they have no reason to do them:

ph-s-b-20

‘125: Till now we do not need those (EIS). I have no reason to learn how 1o use
computers or to search information in electronic forms for my modules’

ph-s-g-30

‘75: We do not have obligatory assignments, up to now at least. Now those who
have written assignment as | have seen, yes, it can be in such form. And of course,
they also use these services and others via computers. | have not had to do any at
least in this form.’

Librarians get the feel of students’ needs. They support that there are not many

assignments and that is why students have no reason to use EIS:

ph-l-w-27

‘510: Our own ‘children’ do not do assignments. They do not do assignments. Our
own ‘children’ read. They read the material that the teacher gives them, the
bibliography that the teacher gives them and they go and give examinations,
written.’

In the question if they have even some assignments, she says:

‘514 Very few, very few. There are few students who seek for extensive things. But
it is a small amount. 710% of students with us deliver a small assignment.’

ph-I-w-4"

‘80: They have some assignments. There are very few students who really do
assignments... They do not use electronic services. They do not have motivation to
do it. They care only about doing something quickly. They repeat the same
assignments every year.’

ph-l-w-7p
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‘102-110: Students do assignments. They do assignments but | do not think they use
electronic services. They ask for printed sources, books and journals.’

ph-I-w-8"

‘146: Students have assignments but I do not know the content and what they really
need to use. They do not ask for database or electronic services except the catalog.
They do assignments in some modules.’

The academic believes this situation affects on students attitudes again. Students
prefer to use printed sources than electronic and academics prompt them to use the

printed form because they use this form.

6.5.3 Summary
In the beginning of their studies students do not have many assignments but later there

are more in Architecture. Students have assignments of 5 to 10 pages depending on
the module. Some modules require assignments and exams. The assignments, which
they have, are practical, particularly in the labs and they are compulsory. The specific
nature of the lab modules and lectures defines the role which an assignment has. They
pass the module and they do not need to use anything else but the practice and design
skills. Students could use the library. They have a look at designs but they do not have
to write many essays and do research in the literature. In theoretical modules students
used to write assignments in the past but now they do not write so many. The
‘diplomatic’ they have to do at the end of their studies is very important and has a

literature review character. Postgraduates need to use EIS more.

The important in this part of data analysis is that academics link assignments and
searching to printed sources. This library has computers available to users and
provides the catalog in electronic form. Users have to reach the information via
electronic services anyway. They are used to use the printed version of journals and
information sources so they encourage students to do the same. Another point has to
be mentioned here is that participants believe that in the past things were different and

they asked for more assignments than now.

Students in Philology confirm that they do not have assignments in the beginning.
Students’ obligations include small-scale assignments mainly drawing and designing.

They have to do the ‘diplomatic’ later. The assignments are not compulsory but
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optional. Not all academics ask for assignments. Students in the architecture

department confirm that they have to do a big project in their later studies.

Librarians say that students do not have many assignments, just a few. Librarians get
the feeling that students use the library extensively in their last years of studies. The
researcher got that same feeling because she faced the difficulty of meeting and

talking with students in their early stage of studies.

During the research field students usually do not have to do assignments. The number
of them in the classes is high and this has an impact on the learning and teaching
process. As a result academics avoid asking for assignments because they could not
check students” work properly. Usually these assignments are practical and not
essays. The difference between theoretical and practical modules is obvious in this
department. The practical modules require doing a practical assignment while in
theoretical ones they do not require assignments. The university requires many
modules and they do not go into them in depth. Students work in groups and they

present their work at the end of the semester.

Students say that they do not have to do assignments particularly in the first years of
their studies. They have to do some assignments later in specific modules. Not all of
the academics are asking for assignments. The university requirements are not likely

to demand the EIS usage frequently. Students’ needs could be covered without using
EIS.

Librarians argue that students do not really have assignments and they do not need
EIS. The only assessment mean is the exams. They have few assignments, which are
simple and short. They share them in groups and there is no need to use EIS to
complete them. Students do not ask for databases and EIS and they do not have many

requirements.

In this research site there are problems with accessing EIS, including the electronic
catalog. Even if academics ask for assignments students could not use EIS. They do
not know them and they do not need them. The section data are presented in Table
6.4.

Assignments

Architecture Philology
Academics » They have small » They give small
assignments assignments when they have
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After the first two or
three years

Students have to
submit a final big
project

Students in the lab
have to draw as
assignments

small audience

Students have few
assignments

They have many modules
Seminars require small
eXxercises

Students There are few There are few written
written assignments assignments
They have drawing Assignments are not always
assignments enough to pass the module.
There is a final They are enough very few
project at the end of times
their studies
Assignments are not
always enough to
pass the module.
Sometimes they are.

Librarians Students have few Students have no

assignments when
they reach the final
year

They have to search
for their final project

assignments

They have few small
exercises

Table 6.4 Education system-Assignments

6.6. The role of Bibliographies

6.6.1. Architecture

Students do not have a bibliography list to support the catalog searching. They have to
find it by themselves and they start from doing a subject searching. The lecturers and
their demands define the students’ actions. Their attitude has an effect on students and

their choices. About the role of bibliography, participants say:

ar-a-m-3o

‘195: ... the students ask for bibliography, they do not understand that it is
enormous.’

ar-a-m-5o

‘127: Students usually search, they search ... they are looking in volumes which
have all the bibliography. We give them the relative subject and they search the
bibliography in the relative subject alone. And they search alone.’

ar-at-w-2o
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‘50: Students have to search the bibliography. They have to do it alone. They are
compelled to find it alone. Therefore they are compelled to go to the library and to
search.’

ar-at-w-30

‘24: Of course. I give them a bibliography list many times in order to make it
easier.’

Students say that they rarely have a bibliography but usually they have to search alone
in the library and find what they need. They use the catalog to support their needs in

assignments and their studies. About the bibliography list students say:

ar-s-g-1o

‘37: Question: I can see you have a bibliography list and when you need something
you come here and search?

39: Answer: Yes that is it, when | have a relevant assignment I come here and look
for them in the catalog.’

The nature of the bibliography list is:

‘59: No, (they do not give us concrete bibliography) always, simply | do subject
searching when I do not have a bibliography list. My search is depended on writers
or something similar. We do not (have a bibliography list) all the time. Simply we
search by subject or author or anything relevant.’

ar-s-g-20

‘124: We usually search, we search ... there are volumes which have all the
bibliography of every year, they give us the relative subject we search the
bibliography in the relative subject. And search alone.’

ar-s-g-30

‘86: It depends. However, I usually use the subject search straightaway. | know the
subject and anyway | do not come with a concrete bibliography. After a subject is
assigned, I have to search by this subject... ’

ar-s-g-50-additional

‘101: I do not have a bibliography list. I have a specific subject and | have to
search the catalog for finding information on it. | use specific words in the quick
searching option and I obtain a catalog with all the information I need.’

ar-s-g-50

‘125: Look...in this specific case I have a bibliography list but normally we do not
have any....’

When the academics provide a bibliography list students have no reason to search the
catalog more than going through the general searching choice. When students, do not
have the lists, have to develop a personal way to search the catalog. Then they start by
the keyword search which is effective in English language but totally inappropriate

for searching in Greek language.
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6.6.2. Philology
This case covers a more theoretical subject area. The teaching and learning process

include more lectures and fewer labs with applications based on practicing. The
participants talks about the bibliography list:

ph-a-w-3

‘148: I do not ask them to search the library in my module. I give them the
bibliography list and ask them to read it. It is in printed form and we stop there. |
used to tell them that they could find more things and read but they are not used to
do it. They do not need to do it.’

According to participants testimonies there are no electronic sources to support the
assignments so students have to use the printed form.

ph-at-w-10

‘96: We give them bibliography list and in a tutorial I help them to write an
assignment.’

Participant presents his opinion:

ph-at-m-2

‘50: The assignment has to have a bibliography list in order to be completed. | give
them a bibliography list which they can find in our library, I have a file there in a
box. It has the course name and I photocopy the contents on behalf of them....in
order to avoid searching...etc. I collect it from different texts...and in case they lose
them I replace them in the file again. So they do not have to search.’

And:
‘90: Personally I do not encourage them and... the subject.... As postgraduates,
they do it but not at the undergraduate or graduate level... and afterwards they
should read part of the bibliography list that I give them...so there is not a real

reason ... a bibliography that includes five, ten, twenty sources ... that is enough to
get an idea.’

ph-at-m-3
‘47: Students have bibliographic assignments and mainly they use printed sources.’
The students consider that the bibliography list is quite useful. They talk about it:

ph-s-b-10

‘93: The bibliography list they give to us aims to inform us about books. It is quite
important I think.’

ph-s-g-10

“105: They give us a bibliography list and try to make us familiar with books. It is
quite important and unfortunately only one lecturer does it.’
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ph-s-g-30

‘131: All the lecturers give bibliography lists. | know that other lecturers ask the
students to find the bibliography list, to search and find. Of course afterwards
students will discuss the list with the lecturer; they will agree which books will be
used etc. But most times they give a bibliography list for the examinations.’

ph-s-g-40

‘151: When I have an assignment I have the bibliography list based on it. | have it
from the lecturers. In the class, lecturers give the bibliography list on their subject
and based on it you go and find the information in the library.’

ph-ps-g
‘335: 1 work with a bibliography list that is given by the lecturer, although I prefer
to go to the libraries without a concrete bibliography...’

A librarian testimony supports the idea that students do not need to search the

literature during their studies:

ph-1-w-2n

‘502-508: Usually they come with a bibliography list. They do not have the chance
to enter the catalog to see, lets say ... this or that... this subject ...they would if
they had certain assignments.’

6.6.3 Summary
Apart from one participant, the picture is that students do not have a bibliography list.

They have the motivation to use and search in the catalog. One participant who has a
bibliography list supports that usually academics do not provide students with
bibliography. They choose a subject and they have to search alone to find information
and support their assignment. Subjects are simple. And academics do not demand it.
They use the catalog to cover their needs and this is in electronic form. They have to
find it by themselves. Academics do not give them a bibliography list although
students ask for it. A participant supports that students cannot understand that the
literature is huge and that personal choice is important. There is a tool in printed form
available in the library with all the published articles about architectural subjects and
there they search and find the information they need. They have to find it by
themselves as students and academics agree. Furthermore, the department policy has
an effect on students’ behavior. They are motivated to use EIS in order to complete
their assignments and gradually being familiar with the various electronic library

services.
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In Philology academics provide students with a bibliography list and they do not ask
them to find it by themselves. This list mainly covers information in printed form so
students have to read and work with it. One academic participant has a separate file
with all the articles and information concerning the subject of his module, thus,
students have to read it. The EIS in this case are almost invisible so this practice is
normal. Students cannot approach the huge library material effectively via a card
catalog. This happens because the librarians try to abandon it and they do not update
it. Therefore, the bibliography list is a solution. This is the old way of working and
this site supports the traditional model of teaching and learning. The library does not
have modern equipment yet and students are not accustomed to the new ways of
accomplishing tasks using EIS. Postgraduates have more information needs while
undergraduates need to read the bibliographic list. Students have the bibliography
when they have an assignment to do or to read about a subject. Academics try to
encourage them to use the library as a ‘work’ area. Only one academic of the
participants asks for a literature review and when the students find the information,
they bring the material and then both decide what is important. Another participant
says that students can find the bibliography list- including articles etc- in a separate
file, and read and write assignments from it. In this department students have few
assignments and the bibliography list is provided to support them. This list is like a
reading list and supports their effort to pass the exams. Librarians believe that
students have a bibliography and they are looking in the library to find books and

journals. However, they do not use even the catalog. (Table 6.5)

The role of Bibliographies

Architecture
Bibliography
Academics » They give students » They give them the
bibliography for just bibliography
few assignments » They supply a file with all
the appropriate information
on their subject
Students » Few lecturerssupply » Lecturers supply them with
students with bibliography list
bibliography
» They search by
subject
Librarians 3 » Students come with a
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bibliography list and look
for this particular
information.

Table 6.5 Education system- The role of Bibliographies

6.7 Comments

This part of the data analysis illustrates the university demands as well as the teaching
and learning process. The evidence of this section supports the objectives of this
research which concern the education system in the research sites and make clear the
conditions of the EIS usage there. It is infeasible to understand the EIS in both sites
without this information. So the picture which they build is presented in the following

paragraphs.

6.7. 1 Architecture
The Architecture is a school which covers a practical and theoretical area. They have

labs and lecture classes. In labs, students must submit designs and drawings in order
to complete their studies. Academics recommend them to go to the library. There are
indices and journals in printed-form with all the appropriate information there. The
academics are accustomed to using these sources so they prompt them to use this
printed version of the information source. This means students have no reason to
search the EIS extensively in order to complete their assignments. They go to the
library, check the catalog for finding books or journals which could help them to
complete the task. They are not used to use electronic sources extensively. The
catalog is the only electronic service they use. It is not available in printed-form and
they have to learn how to use it. Printed sources are friendlier than electronic sources
because academics do not know them and do not feel quite familiar with them.
Academics’ opinion has an effect on students’ choices and attitudes, a fact that makes

academics aware about any available EIS and their characteristics.

Students have different obligations regarding the lectures. In a theoretical module
students used to write assignments in the past but now they do not write so many.
They can not check them properly so they avoid asking for them. Students have to do
assignments which are not enough to pass the module. They are supplementary to the
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exams. They have to read the class notes and the information which the academics
give and take part in the exams. The main way to succeed in the exams is to read and
memorize the information. The students have to read the one text book or their class
notes and after that have the exams. Usually assignments are only part of the final
mark. Thus, there is no serious motivation to achieve a good quality in these tasks.
There are few modules which do not require exams. But in most of the modules
assessment is based on both. All the theoretical modules demand exams. In their first
years of studies students have no assignments at all. Testimonies support this and the
researcher fieldwork proves it. The first time the researcher went to the research field
she could not find students in the early studying years. This makes up one of the main
reasons which forced the researcher to leave the field and go back later in the
academic year. And again, even later it was not easy to meet first years students. This

probably means that students do not visit the library.

The students in their later studying period need the library and its services, as
participants say. There is a final project which has more demands. The ‘diplomatic’,
which must do it at the end of their studies, requires an extensive literature review.
Librarians get the feeling that students use the library extensively in their last years of
studies. The researcher got that same feeling because she faced the difficulty of trying
to meet and talk with student in their early stage of studies. Postgraduates need to use
EIS more in order to do the tasks related to their course. The researcher spent many
hours waiting to meet them because they do not spend much time there. The have

afternoon and evening classes and they also have a separate place for studying.

The assignments cultivate the students’ critical thinking and develop their skills for a
life-long learning. The research for the needs of the literature review gives them the

opportunity to develop skills which will be important during their whole life.

Academics do not provide students with a bibliography list in order to complete their
assignments. The researcher saw only one student who had a bibliography list and
checked the catalog according to that list. In this school a list is not generally used to
support students in their assignments. They have to find out the bibliography in a
subject by themselves. This could be very motivating for EIS usage if the students
knew what they could find on it. The bibliography list drives students to search the
catalog only by name and they do not have the opportunity to do many things but the

subject search requires critical thinking and to gradually develop skill which will be
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important for the rest of their life. The EIS usage is the mean to construct their

knowledge and learning in depth.

This school presents more or less an active students’ participation in the learning
process. Although students cannot easily access and use all the available EIS, they
have to search by themselves, using the catalog regularly. Although students cannot
understand that the literature is huge and that personal choice is important in the
researching process, they do it. The education demands include that students
reproduce the theory and they have to do it. In this research site users are forced to use
EIS.

6.7.2 Philology
The Philology school presents a specific picture. It is a theoretical department without

much technological equipment. There is no computer lab available for students.
Students could volunteer to complete assignments at this level but few do, mainly
because they are complementary to the final mark. According to students, later in their
studies they have more opportunities to do assignments. The librarians and academics
testimonies do not support this idea. There are no easy access points; this is a negative
parameter. The academics have big audiences and they can not manage to check
assignments appropriately. So they do not encourage them. For such reasons, students
do not have many assignments and they have to complete their studies by taking part
in exams. They have to read the bibliographic list (the reading list) which the
academics provide. Very few students do assignments at the undergraduate level but
most attend the classes, read the lecturers’ notes and the books and finally pass the

exams.

The university has more demands on the postgraduate level students. Students on
postgraduate level have to do searching and writing essays. They have to do
assignments and at this level it is not unusual for them to be their first in their
studying life. The conditions and demands are quite stressful. The university has more
requirements in terms of their obligations. Postgraduate level needs are more

complicated.

Lecturers work in classes and try to attract students to participate in the teaching

process by doing exercises, discussions and sometimes by giving assignments.
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Participants argue that the teaching process is more traditional meaning that students
are sitting while the academic gives a lecture. The modules regarding EIS are usually
introductory and it is not possible to cover them in depth because of the number of
students. Teaching and learning process is sometimes passive and sometimes active.
The important point here is that the EIS usage is not necessary in order to complete
their modules and finally their studies. The university requirements are not likely to

demand EIS usage frequently. Students’ needs could be covered without EIS.

In Philology academics provide students with a bibliography list with all the
appropriate information they have to read. Students have nothing to find by
themselves. This list mainly covers information in printed-form, so students have to
go to the library, read and work with the bibliographic list. There are academics that
provide them with a specific file with all the information ready. Thus, students have
only to read it in the library. This happens because there is not much information in
electronic-form to cover the module area and it is difficult to gather the information
upon a subject. So the academics support their students with all the appropriate
information because it is not easily accessible. Academics try to encourage them to
use the library. They ask them to go there and work with these files but still they do
not push them to use even the catalog. Librarians support that students have a

bibliographic list and they are looking in the library to find books and journals.
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7. Research findings
7.1 Research findings

This chapter focuses on the research findings, presenting the empirical evidence and
an interpretation of these findings followed by a discussion of this evidence within the
context of the theoretical framework identified within the published literature. The
literature review along with an investigation of the university libraries’ web sites,
have shown a plethora of EIS are available now; there number is increasing rapidly.
The data collection process and the analysis stage reveal how EIS are used in order to
address a core objective of this research. The background theory was based on the
literature review helping to build the proposed research framework. The empirical
findings are presented in Table 7.1, showing the four major themes identified by the
fieldwork, including the emerged factor of education demands.

Where the educational system and the
department require assignments,
students use EIS but this is only evident
in their last years of study and at

_ postgraduate level
Education demands

Academics encourage students to do
research using the EIS

Exams are still the most common
assessment type on the majority of

modules

Academics use EIS more than
undergraduate students. The motivation
for their use is actually the assignments

and the projects

=15 User education is an area which needs to
be reviewed
Promotion plays an essential role in the
students’ awareness and usage
IT skills Users have IT skills at some level
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Academics obtain them on a self-
instruction basis while students get

instructions mainly during their studies.

Some of the students and academics feel
afraid of the new services and prefer to

work in the old way.

Age seems to be a variable which affects

users’ attitude on EIS usage.

Users have access to the website of the
library from their office, home and

computer labs.

Access There is a gap in technical support.

The services instability affects the
library reputation and confidence on the

quality of services.

Table 7.1 Synopsis of major research findings

The major findings in Table 7.1 are the result of the iterative process followed during
the data collection, the data analysis process and the literature review. The focus in
the beginning of this research was EIS and their use in the library or in any other place
that could be approachable in Aristotle’s University. The literature review drove the
researcher to be focused on some other issues such as the accessibility, users skills
and users needs. Users have access to EIS- in relation to their IT skills- in order to
fulfill the educational system requirements. The needs of the users were the initial
starting point for this qualitative investigation. Thus, this research strongly supports
the idea that the educational system has an impact on users and their needs and as a
consequence on the use of EIS. This relationship between the educational demands
and the use of EIS was evident in the participants’ testimonies. Any education system

has specific requirements which affect the users’ attitude and behaviour.

Figure 7.1 represents the interdependence of all factors operating within the

educational system and the impact they have on each other. When planning and
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developing new and expensive support services, all aspects have to be considered and

all stakeholders have a role to plan in the successful implementation of those services.

Figure 7.1 The data findings circle

Educatlon

System
E IS

Users

IT skills ﬁ ;
( i Access

The direct relationship demonstrated in Figure 7.1 focuses on EIS usage and Figure
7.2 demonstrates the direct relationship this has to: education demands, users’ needs,

users’ skills and accessibility.

Figure 7.2 The interrelated themes
Education demands

!

Accessibility
EIS usage I

Users needs

Users skills

It is evident from this investigation that library management should consider carefully
the structure of the underlying educational system and its requirements, i.e.
accessibility, user needs and skills, in order to achieve a high level of quality services.
The provision of EIS is a high stake investment which needs to be carefully and
strategically implemented in order to ensure both efficiency and effectiveness.
Moreover librarians need to support the value of these services by initiating
performance measures that can provide evidence of value and usefulness. Reactivity
is necessary in order to achieve the best conditions for EIS provision and use. They

have to carefully consider the above parameters in all proposed changes.
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7.2 Discussion

The discussion that follows covers the basic themes which emerged as a result of the
research and sheds light on the research sites. The first theme is EIS; it covers also
their application in the context of the research site. The use of EIS was directly
associated with the access of EIS as well as the IT skills of the users, in order to
approach the available information. Issues coming up during the observation process,
along with the participants testimonies, reveal that there is a direct link between the
EIS usage and education in Greece.

7.2.1EIS
Libraries have to find a way to play an important role in the current technological

environment. The information explosion creates a complex information environment.
Users can not always manage to approach them. Their operation is linked with the
effective service provision. There is a remarkable growth of electronic services in
academic collections worldwide (Tenopir, 2003, TQMU, 200-2008) including Greece.
In this framework, libraries have an overwhelming task to cope with and support their
users (Kichuk, 2010). The mission of education has changed dramatically and the

users struggle to survive in the new reality (Dunn & Menchaca, 2009).

This challenge is huge and involves academics, librarians, students and the whole of
universities’ community in general. There is not only information proliferation in the
libraries but also there are many digital organizations offering a huge amount of
information available through the libraries pages. They offer a variety of searching
environments, a diversity which is confusing for users (Carlson and Yatcilla, 2010).
All these conditions affect research and the way of learning, particularly in Greece
where all this accessible information is available quite recently.

The most usable service in the architecture library is the catalog. This is quite
common during the first stage of the introduction of EIS into the libraries’ daily life
and it is not a coincidence. On the contrary, this is their only choice in the
Architecture library, where all users have to use the catalog as there is no other way to
find out what is in the library (Pantouli & Nikserlidou, 2002). As a result, all the
users have developed the appropriate skills to approach this service. On the other

hand, in the Philology library, the card catalog offers to users the alternative and the
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opportunity to avoid this task. In this case, library’s administrators and university
managers should ensure that technological equipment for these services and access
points are proper to be used, as it has been found that in the Philology library,
participants do not even use the catalog. The department and the scientific area are
more conservative. Users have access to the card catalog through a limited number of
access points or computers that not meet the minimum requirements. Thus, users had
no reason to insist on looking for EIS which are entirely unavailable. As a result even
the on-line catalog is useless.

Information seeking behavior is an area under on-going investigation as was shown
by Urquhart and Yeoman (2010). The literature review emphasizes on the different
attitudes and information seeking behaviour between the different disciplines (Sheeja,
2010). There are different usage patterns between different parts of the academic
community. Kulthau (2004) and Nicholas et al (2009) have shown that students
constitute the biggest number of users. Undergraduates and postgraduates are the most
likely users of the library. Users are not very familiar with all these services. They do
not either have any relevant experience or are fully aware of the advantages of using
them. Therefore, users are not accustomed to use them in order to develop a specific

information searching behavior.

Uncertainty is a significant parameter in the searching process. Users face problems in
the information seeking process; this is an obstacle in use of EIS. The library
managers have to check and decrease the amount of this uncertainty in order to offer a
service of quality. Chowdbury and Gibb (2009) argue that there is correlation between
information-seeking activities and factors such as the age, information and
communication technology (ICT) skills and user categories, a fact that is in
compliance with the findings of this research. In addition, information-seeking
activities and information-seeking problems, causing uncertainty, have a significant
correlation with disciplines as well as users’ gender, supporting in this way the results

of the current research.

Timmers and Glas (2010) have developed a tool in order to measure the information
seeking behavior process, during the assignments period. This tool has four scales and
46 items which can shed light during this process. Fainburg (2009), in a theoretical
article about Kuhlthau's ISP-model and Dewey's problem solving model, concludes
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that both are focusing on the close relationship between thinking and action and they

consider the process as learning.

Students use the EIS when they need them, for example if they have assignments to
do or projects etc. The profile of EIS usage is defined as a direct relation between
assignments and the level of this usage. In the past, the access to literature sources
was a very time-consuming and expensive task. It was not easy to ask from students
to do a literature review on a subject or ask them to write an essay. Libraries should
have all the printed information in the physical library. Today, things are different, as
we have EIS and all the international literature, whereby a single ‘click” may create a

more demanding use (Staurou, 2001).

This is the cornerstone of the EIS usage. If academics ask from student to complete an
assignment, then EIS usage is more or less inevitable. The level of complexity and
the actual task are important in terms of their feasibility and productivity. The role of
the library here is going to be important if the assignments become part of the
studying process. Nobody can say that this will secure a better knowledge but, it can
offer a diversity of learning ways which in the past was impossible to be applied.

This research shows that the use of the EIS is strongly depended on users and their
special needs something which has been already identified by relevant researches.
According to Deng (2010), “...the awareness and the quality of the available
electronic resources are the two important factors for the effective and efficient use of

electronic resources’.

The participants’ attitude concerning the use of EIS is positive. All of them recognise
that EIS could be only for good in the university community. Their opinions agree on
that computers are quite helpful and EIS could save them time, providing them with
the chance to develop their knowledge. Academics are aware of these EIS
possibilities. They do not consider them as the only way to obtain knowledge. They
have access to the facilities which EIS could offer and they know their usefulness.
Academics believe that they are useful because EIS support them to complete their
job easy and quickly. Swan and Panda (2009) argue that academics increase the level
of using EIS. Students consider EIS as a useful tool during their studies, although

their role seems to be complementary in their early studies because it is directly linked
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with their task. At the end of their studies, when they really need them, they recognize

their usefulness. The physical result of this is that any service is useful.

Although user education and user support are part of EIS provision, the fact that are
based on the central library it does not seem to be enough. Researches in the field
advocate the importance of user instruction assessment programmes (Resnis et al.,
2010, Hsieh and Holden, 2010). It has been shown that the provided services are not
enough when the users have not been educated on how to use them. For this purpose,
each individual library has applied its special user support programme while the
central library offers a general one. This policy makes things more complicated. The
users argue that the offered programme in their library is enough for their needs,
although they admit that they do not have the appropriate information about the basic
user support programmes offered by the central library. Practically, it is a remote
service offered by the department and users are busy fulfilling their tasks. Therefore,
information about the provision of a user education service, which could empower the

use of EIS, is not visible.

The current promotion campaign does not encourage users to go and find out more
about EIS education. This dual nature in the user education programme is confusing
and not tangible. A solution to this would be the establishment of a more effective
communication channel between the libraries as well as the existence of a better

organised programme.

The promotion of the services is necessary and has to have a way to be evaluated as
well as to measure its effectiveness (Kiran, 2009). This picture is vivid in both
libraries, although the Philology library provides formal and, on-request user
education even at a very basic and general level. A number of students participate in
these user education programmes whilst they could participate in the central library

user education class as well.

The provided support, as part of the general induction session, does not seem to be
very useful. Support in an individual basis could not cover the formal and continuous
user education services. It is practically impossible to cover all the users’ needs. It is
time consuming and really expensive. In the end, there is a wonderful service which is
useless as it is unknown. Students should be supported at the time they need it. Most

of the libraries in Greece do not deliver information literacy programs but rather some
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kind of library instructions. The lack of funding seems to be the main obstacle
(Korobili, et al 2008). A better organized information literacy programme could be

more helpful.

The literature reports the importance of library marketing. Promotion of the library
can play an essential role in the organization effectiveness. It does not have to be
expensive. Cronin and O’Brien (2009) support this idea proposing some low cost
marketing initiatives in order to make their library visible and effective. There are
many ways to promote the library and its services; Web is one of them. Usually,
libraries lack of any services for promotion policies (Kiran and O’Brien, 2009). For
example, promotion policies can be enough in such extent as to attract users making a
service successful in Nigerian university libraries (Nwezeh, 2010), a practice which
should be used also in Greece (Makori, 2010). For this purpose, Germano (2010)

proposes a narrative-based marketing plan for libraries.

The role of the academics is another important parameter that should take into
account. This research has shown that academics could promote EIS to students but
they do not do it. They do not know the EIS very well and they do not feel
comfortable with them so they do not encourage students to use them. They are the
first ones who should be educated and then promote the EIS to the students. But
academics are too busy to participate in user education and this affects their
knowledge about the content of the EIS and their promotion to students. The libraries
have to find a way to approach the academics, to promote the service and to convince

them about their usefulness. And that is the challenge.

The literature reports the collaboration with faculty and recognises its importance.
According to Yu the library can introduce a model of ‘Faculty member as a library
specialist of the library’ (Yu, 2009). The importance of collaboration is not something
new in the libraries field (Bennett and Gilbert, 2009). Successful collaboration
between the faculty and university in building students curriculum, is essential
according to Riehle (2008).

7.2.2 Accessibility
In the Architecture department, academics have access on EIS in their offices while

students have access in a lab and in the library. All can use EIS at home. In every

case, authorized access is based on using a valid username and password. After login
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into the system, they can use the Internet. The facility is obviously useful for all of
them. There are some obstacles to this procedure. Academics may more easily have a
computer at home, something that is not always feasible for students. The cost of the
equipment is not affordable for all students. Moreover, students who attend classes
have no time to work at home. They rather prefer searching on theWeb, while they are

in the library.

As a result, the quality of the provided services affects the way a user uses them.
Moreover, the number of computers and access points in the library affects the use of
the EIS. Users want the service when they need it and if they have to wait for it they

are not satisfied.

There is a considerable amount of research in the field which supports the idea that
easy access on a service, affects the usage of that service (Hachett, & Parmanto, 2005;
Oduwole, & Akpati, 2003). If the process of login to the network off-campus is
difficult and time consuming, then it is not easily usable. But still the possibility of
using the university network remotely is important for them because they can
complete a task away of the campus.

Participants report frequently problems regarding connection to the university
network. The system is ‘crashed’ at certain times, for example due to technical
problems with electricity. The lack of availability of a service could affect the user
perception about its quality. Stability of a service is necessary in order to preserve
libraries’ reputation and ensure the use of services. These conditions form prejudices
and users’ negative feelings about the stability of services. As a consequence users
may not trust the library as the place they can rely on to find the information they
need. Moreover, their searching experience with the only usable EIS is not always
easy because the catalog is considered as insufficient. The system has a problem with
the Greek characters; Greek is the language of the majority of users. This is another
drawback for EIS in the university (Melgoza etal, 2002). Participants struggle

sometimes to reach the information they want just because of system’s limitations.

Computers in the library are few and not all of them have access on the Internet.
Access to the EIS requires a password in order to save time and protect the machines,
something that discourages new users to visit EIS. Every time a student needs to use

the catalog he/she cannot see the rest of EIS and has to ask for help. This is
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considered as a disadvantage. On the contrary, EIS have to be approachable and
straight forward. Any limitations to the access on-campus make them not user-
friendly and practically useless. Although services are there, computer facilities and
access points are tech-poor and need to be renewed and updated. Libraries have to
provide users with the appropriate equipment in order to fulfill their mission.
Nowadays, libraries in Greece face problems to support even the journals subscription

and things seem to get worst but still there is space to improve the services.

7.2.3 1T skills
Participants’ age and their skills define the way they use the available services. It is

only a human habit to be less positive to changes and challenges at a later working
age. People know and are accustomed to work in a particular way and they are not
very positive in changes even when the new proposed way is better and easier. It
should be mentioned that technophobia is a phenomenon which has been recognized
by researchers and considers all ages with an emphasis in elder people (Chowdhury
and Gibb, 2009).

In contrast, they believe that the younger users are positive in new technologies. This
is not what happens all the time, but people still believe it. The academics consider
that students learn new things more easily and can adopt new ways. It is easier for the
academics to keep going with what they already know and got used to for a long time.
On the other side, students are facing, in a lesser degree, a dilemma whether using the
new technology or not. They do not have a particular way of working. Actually now,

it is the time that they are learning and one of their areas is the IT skills.

Users do not have much experience on using IT services and EIS. The aggravation
happens when users face technical problems frequently. It is quite disappointing and
discourages them from using EIS. EIS proliferate while provided services are
complex, requiring a good level of IT skills. Users ‘struggle’ to handle them. They
feel uncomfortable. Academics seem to be more circumspect about their dexterities

while students seem to be more confident.

Libraries have to concern very carefully the offered services and provide users with
the appropriate skills in order to use them. This means that university has to be more

proactive and supply the academic community with the appropriate skills in order to
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be able to use these services. The university policy in this field and the library’s aims,
have to be in full compliance as the emergence of these service should be considered

in depth.

Users’ attitudes and skills are relevant to their personal way of obtaining IT skills.
Few of the academics participate in formal seminars. Most of them are self-educated
in IT skills. Academics consider themselves to be always very busy. They have their
own way of completing their work and they do not feel that the IT skills could
improve or determine the quality of their job, essentially. The students are learning IT
skills mainly in the university when they need them and they use them during their
studies. Moreover, users rely on others to learn information about sources, collecting
information or obtaining IT skills. Especially PhD students, when they have to use
EIS and the library (Vezzosi, 2009, Kumar, 2010). Although secondary education
includes IT skills subjects as part of the main curriculum, the reformation of the
Educational system in Greece has to collaborate and create this part of curriculum in a

sound and well-formed basis.

7.2.4 Education demands
Assignments play a specific role in the use of EIS. The level of their quality defines

the depth of this use. Learning methods are now linked with methodologies such as
the independent learning, learning in groups and problem-based learning. Worldwide
learning styles are linked with critical thinking skills. The behaviorism and cognitive
theories are part of the teaching and learning process in Greece. The universities’
policy in Greece, but also worldwide, is associated with more independent learning
methods making it easier to work in groups and adopt modern educational practices,
concentrating thus in student-centered methods. This way of learning can be exploited
by libraries by offering possibilities which previously were unapproachable. While
most of the students search independently in EIS, the aforementioned approach will
lead them developing the desired skills, which is an objective of the proposed ‘New
School’ in Greece, nowadays (2010).

Exams are the basic tool of assessment during students’ studies. The use of exams as
the only way of assessment supports traditional learning methods (Papazoglou &
Semertzaki, 2001). Students have to read lecturers’ handouts as well as any other

information given by the academics. The main way to succeed is to read and
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memorize the information. This is a characteristic of the traditional learning method
which demands from students to be passive during the learning process. And it acts as
a proof of the way that students learn and how academics teach. The new educational
practice, which is based on independent learning and a student-centered environment,
is appropriate for them, something that cannot be found in the research sites.

In order to complete their modules and ultimately their studies students have to pass
the exams. The important point is that both research sites have just a few computers
and especially in Philology library where the use of EIS is not necessary for students.
As a result, users there, ignore these services as they do not have them available in the
library. It is a question why the university and the government spend a lot of money
for a service that is not used. Having classes with many students is another reason that
discourages academics from giving assignments because they could not check their
quality. University should reconsider its policy based on the results of this evaluation
and make sure that the new learning practice can be applied. The large number of
students, generally, seems to be an obstacle to this way of teaching and learning.

The cost of a service should be reflected on the use of this service otherwise it is
useless particularly in a period with many financial problems in Greece. This means
that the university policy is not linked with the library’s policy and the current
teaching and learning practice. This is oxymoron. The university requirements are not
likely to demand EIS usage frequently as a necessity. Students’ needs could be
covered without EIS.

Education system and its reformation should reconsider this practice in order to
improve its operation and increase students’ outcomes. Students need more
motivation than a supplementary mark in order to be actively involved in the
assignments process. Libraries worldwide have been recognized for their important
role in the process of structuring effective assignments. They provide relevant
information on their websites for supporting academics to prepare an effective
assignment and to help students to find their way to complete them effectively. They
have already developed ‘learning commons’ in order to encourage users to use their

services (Somerville and Brar, 2010).

! Some examples are: http://www.lib.utexas.edu/services/instruction/faculty/creatassignment.html
http://www.bsu.edu/library/article/0,,24478--,00.html http://library.csueastbay.edu/using-the-libraries/services/services-for-
faculty/designing-effective-library-assignments/

http://www.lib.berkeley.edu/instruct/assignments.html

http://www.oxfordpubliclibrary.org/assignment_form.htm

http://www.brookes.ac.uk/library/guides/studyskillsguide.pdf
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In Greece, the Ministry of Lifelong Learning Education and Religious affairs (2010)
is trying to promote educational system reformation in terms of the proposed ‘New
School’. This reformation can be helped by a library and its EIS. Students can be
creative, developing critical thinking skills. Information literacy skills are already
libraries’ task in other countries. Greece can be part of the global community and
adopt their practices and their programmes in order to achieve their aim and support
university, the academic community as well as the knowledge and the learning
process.

Another issue which can be identified in this research is the language obstacle.
Although the impact of language/culture communication barriers and technology
barriers on the international students’ access to libraries has decreased in America
(Liao et al, 2007) students in Greece can more or less read English (Pantouli &
Nikserlidou, 2002). Nevertheless it is not their mother-tongue and it takes lot of time
to read and fully understand an article. Many of EIS are in a full-text database while
their written language is either English, German etc. Greek EIS are very few and
usually linked to other libraries’ material. But the reality is that students do not know
the context of the rest of EIS, apart from the catalog, so they do not even consider
talking about these problems. The problem which they face is huge because they
cannot understand the language while there is a lot of information in EIS. In advance,
there are lots of procedures which they have to learn in order to use them. Users face
problems regarding the use of such huge amount of information and the way that all
these services work. Librarians and academics should consider this parameter very
carefully in order to achieve a better service quality and usage. The literature in this
area presents libraries, for example in the English-spoken countries which have many
immigrants, offering parts of their services in other languages in order to achieve
better usage.

There is a plethora of tools which can support students to improve their English.
There are many websites and on-line tools which are built to serve people who speak
English as foreign language, something quite helpful for the English libraries because
of the number of immigrant students. Probably Greek libraries could include some of
these links in their sites and exploit their services (Hickok, 2005).

There is a significant difference between the two different disciplines. The school of
Architecture is more technological involved. Students are accustomed in using the

catalog, at least. Traditionally this department is more modernized, supplying students

217



with more equipment than the theoretical school of Philology. That was the reason of
choosing these two sites as the domain of research. In the literature has been already
identified the difference in EIS usage and users’ IT skills in different disciplines. The
Philology School presents a different picture, more traditional and less adaptive to
new technologies than the one in the Architecture School.

Current researches in the field support this conclusion. Humanists are still stuck to the
printed information sources in Greece. Tahir et al. (2010) present the same picture in
Pakistan University libraries. Graduates of the Humanity studies use and cite more
printed material than electronic resources, according to Wu and Chen (2010). In the

case of material in electronic form, students prefer e-journals than e-books.
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8. Conclusions and recommendations

8.1 Presenting the relation between the aims and objectives to findings

Conclusions and recommendations are based on the integration of the themes and
issues identified within the literature and the rich and detailed empirical data
harvested and analysed from the two research sites. Participants’ attitude and
testimonies demonstrate the direct link between the use of EIS and the department’s
demands. The level of EIS usage can affect the quality, engagement and output of
both education and the learning process as it can be related to the individual and to a
group. This research has attempted to identify the links between the use of EIS and
the learning process, in particular how this impacts upon active-, as opposed to
passive-learning and the level of independence required from the learner in the tasks
they are given and the learning outcomes of their study.

Libraries are under increasing pressure to become learning organizations, supporting a
culture of continuous, lifelong learning. They have to react in the current
circumstances and be more creative (Jain and Mutula, 2008). The growth of
technology in libraries and universities and the increased potential for the creation
and publication of education materials ‘offer great promise for supporting continual
improvements in academia’ (Ranjan, 2008).

In order to ensure the continued success of their services and ensure they are ‘fit for
purpose’ libraries need to evaluate their services and try to keep in touch with their
users and the evolving needs of those users (Park, 2010, Noorman etal, 2010 and
Malliari et al, 2010). In order to maintain a high quality of service delivery, librarians
continue to investigate on user satisfaction and service quality (Kiran, 2010, Asemi et
al, 2010, Bergman and Holden, 2010), something which needs to become an integrel
part of the Greek libraries operation. Greek libraries need to develop ways to assess
the service provision in order to establish the service as a de-facto in the academic
community.

This research aimed to “critically explore the use of EIS in Greek Higher Education
libraries in relation to the educational needs of users'.

This was achieved by focusing on 4 specific objectives:

1. Explore the provision and use of EIS in the Greek Higher Education.
2. ldentify the needs of users in relation to their academic studies and demands of

the educational model in Greek universities.
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3. Create profiles of the user population based on the use of EIS in the case study
sites.

4. ldentify the relationship between librarians and users in terms of delivery of
EIS in the case study sites.

The literature review and a tangible longitude research investigation of the Greek
university libraries’ websites confirm that there are many EIS offered; there number is
increasing rapidly. The data collection and data analysis revealed the EIS use and the
effectiveness of those services. The nature of users’ need was illuminated by the
literature review in terms of the more general aspects and conditions but the local
detail and depth of use was discovered and mapped by the empirical data collection.
The next objective concerns the profiling of users in the case study sites and exploring
their patterns of use and how it is integrated into their educational context. The final
objective was to identify the relationship between librarians and users; this
investigation has revealed the relationships between librarians and users in the
delivery of EIS. They both have been covered by the data analysis, emerged
information and this research finding.

The main intention of this research was to investigate use of EIS but it has emerged
that a significant factor in the use of these resources is the pedagogical philosophy
which underpins the role of these resources in the educational process. This discovery
is the result of the iterative process followed during the data collection, the data

analysis and the literature review.

The focus in the beginning of this research was EIS and their usage in the library or in
any other place that could be approachable. Literature review drove the researcher to
be focused on some points such as accessibility, user skills, user needs. The data
analysis drove the researcher to expand the investigation to the wider context. Thus,
while users’ need was the first focus in this qualitative research, later on a new issue
came up concerning the education system and the educational demands in relation
with EIS. This research highlighted how the use EIS is intrinsically linked to the

educational philosophy of the university as well as to the needs and skills of users.
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8.2 EIS

The most frequently used and usable service in the library is the catalogue. Users
access the library via the catalogue. For them this is the most overt representation of
the library and sources available to them. The library should provide a high quality,
robust and reliable online catalogue that is accessible to all potential users, as a
cohesive and efficient service. In advance, there should be robust and reliable access

to the wider range of EIS that have now become an intrinsic part of academic life.

Use of EIS is linked directly to user needs. As users are exposed to an increasing
variety of sources and become increasingly more aware of the information available
outside of the library environment, they will become increasingly more discerning in
their demands and requirements. Library services need to be cognizant of these
developments and be continually reviewing their services in light of changing user

requirements.

In this investigation it was evident that users were satisfied with the services offered
but this was directly linked to the nature of the pedagogical paradigm prevalent during
the investigation. Two predominant parameters, which affect users and use of EIS
are, the supporting systems available to user as well as user education. The library
needs to offer induction sessions and user education in order to introduce its facilities
and services to users, and to provide continuous provision of support in order to
enhance the use of them. This should be regularly reviewed. A user support service
has to be available to all users but be sufficiently varied to allow for the wide range of

abilities and experience individual users may have.

The intentions and aims of any support system need to take into account local
conditions and context as well as the more generic information literacy education. In
order to achieve the best possible results, service providers must have a detailed
understanding of their own context and the nature, demands and abilities of their own
users. EIS offer users a great opportunity to improve their learning outcomes and
increase their knowledge base but in order for these services to maximize their
potential, they need to be visible, user-friendly, with easy-access providing state-of-
the-art facilities. The library has to promote their services and create the environment

which maximises its potentiality.
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8.3 IT skills

The IT skill of users is an essential component of access. Providing services, which
are visible and available, does not necessarily equate to access, if the individuals do
not have the skills necessary to make use of these services. IT users need the relevant
IT skills and service providers need to be aware of the level of IT skills within their
user groups. Library services need to take a central role in the provision of IT skills to
the wider community across the university. Although this may encounter some
resistance, it is vital that the library must be seen as a central provider of support. In
this way it will not ensure that users are empowered to make the best use of services
but it also has the potentiality to reach out, the wider university population,

encouraging increased take-up of services.

IT skills sessions need to be planned and organized in detail, taking into consideration
both the pedagogical design of the interventions and the diverse needs of user
population, offering a range of support services to meet the requirements. In order to
accomplish this goal, librarians themselves need the necessary skills which will
enable them to provide sessions and support the unskilled users. The traditional role
of librarians has not been that of being IT teachers; this would require a change in

culture and attitude of both the librarians and the faculty as a whole.

The use of EIS is obviously directly linked with the teaching and learning process.
Logically the data analysis identifies the relationship between the requirements as
derived by the students’ assignments and the use of EIS. Active learning is one of the
basic components of education within the university context. The library has to be
involved more directly and overtly in the new challenges in education and learning

process.

8.4 Education demands

Libraries should carefully consider the content of their EIS and link them directly with
the users’ needs on all levels. This means that user’s needs research must be reviewed
carefully in order to define the library’s mission. The library needs to develop
communication and cooperation processes across university. The curriculum, its
demands and the university goals, should be reflected, if not the major driver for, in
any library policy. The library, therefore, should obviously know the content of the
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university’s intended goals. These goals will be the pivot on which the library policy
is constructed. The more the library policy is linked with the university’s intention,
the more useful and usable its services will be. Of course the education structure and
the subject requirements define the role of the library, however individual libraries
should not be separated or operating in isolation. It has to be part of the university and
intrinsically liked to the mission and central educational policy of the university. The
educational structure and the students could be changed. The library today has the
opportunity to play a central role in any development in educational practise and in
the approach to students’ learning. This research produced rich data and information
on the field of EIS usage. The analysis of them led to identify important parameters

which should be checked by library managers.

Defining written policies regarding the provision of EIS is part of the current library
management axiom. These policies could clarify the process and the content of these
services as well as the library’s intention, regarding this provision and the clearly
defined goals and aims of these services. At this stage, librarians have the opportunity
to check the suitability of a service and therefore provide the most effective one.

Crucially, accessibility is important in providing a service at all, especially an
electronic service. EIS demand a high proportion of any library budget and it is not
enough to provide limited access points based in the current library spaces.
Accessibility at all the possible access points means that users can easily and quickly
access a service across the university. The library staff have control over the provision
of access to services within their own designated spaces but, in order to extent this
access, the responsibility falls to the wider university, taken on as a central function
and included in both the educational and philosophical policies of the university.

The library should ensure that users have a high quality of access in order to achieve a
usable service and ensuring the cost effectiveness of EIS. Librarians are in a position
to champion the increased provision of access ranging from library access points,
open access spaces across the university, individual offices and ultimately home

access.

Users should have the opportunity to access computers at any time they need to and

want to. Restriction policies should be very carefully laid out. Any unwanted
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restriction could be a barrier and make the EIS less user-friendly. The most important

aspect of EIS is not the quantity but the usefulness, accessibility and quality.

This research finding concludes that the relationship between educational demands
and the EIS provision is both complex and important. If the libraries want to
participate actively in the university community, they have to transform students-users
to independent users. Such users can face the future technological challenges and can
be successful in a life-long learning environment. They can find the information they
want and they will have the relevant technical skills and knowledge to achieve this.

This will be the role of the library in the changing education environment.

In this research, library users are defined as they appear in the research sample. It is
necessary to transform library users by creating the independent learners. The library
gives this opportunity to all parts of the academic community; they have to exploit
this possibility. First of all, librarians have to understand their possibilities of affecting
the academic community process and then they have to persuade academics to use
them. The second part of this process will be to make the EIS part of the everyday

learning process of students in all stages of their studies.

8.5. Recommendation to each stakeholder

Libraries encounter an array of problems, one of which is financial, for example the
cost of e-journal subscription may be more difficult to defend in the current economic
crisis. The European Union is no longer supporting the libraries renovation in Greece;
the responsibility now falls to the government alone. Because of the crisis this is

impossible and the libraries have no money to support the subscriptions.

The application of a regular service assessment project could probably help the library
administrators to pay more attention on achieving more funding for their libraries.
According to Okojie (2010), libraries should not rely on one source of funding but in
practice they do not have any policy to cope with funding reduction during economic
crisis periods such as that which is now faced by Greek libraries. The current situation
in Greece reflects this picture with a lack of relevant, well-defined written policies

and long term strategic goals.

Academics have to reconsider the role of the library within the Greek university
context. Libraries have to be reformed substantially. They can offer more than
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information, they can also provide academics with an effective environment in order
to support and improve the teaching and learning quality in their context.
Communication between academics and librarians has to be developed in order to
achieve an improved student experience and knowledge. The cooperation between
them could affect positively both sides by developing common ways to measure the

results of this cooperation in students’ achievements.

Librarians face a big challenge in this technological and information explosion but
they have to develop their library operation and services in an effective way.
Information specialists have to pay attention not only in the services provision but
also in the user’s needs in order to improve the operation level in the libraries.
Promotion has to be supported. Users have to be aware about the EIS. Particularly
librarians have to affect positive the academic opinion about EIS. Academics attitude
is quite important in terms of the EIS promotion. User education has also to be part of

the libraries, supporting their operation in a substantial way.

Finally, researchers, in LIS and education, have to consider the findings of this
research which show that communication between the different stakeholders can
prompt a better provisional service in both fields than an isolate way of operation. A
further investigation in this area could help of building the complete picture in the
university reality and lead not only to better understanding about students and users
needs but also to realize new possibilities in their cooperation.

8.6 Contribution to knowledge

Greek libraries have seen a great change over the past two decades in the provision of
EIS to their users. This research makes clear that users need motivation to use the EIS
otherwise they do not make any use of them. The link between the library operation

and the teaching and learning process has never been investigated before.

There is no research in this area while this particular methodology has not been
applied before in the Greek context. This study focussed in depth on two very
particular contexts to develop an understanding of the phenomena. The participants’
testimonies built up their own view and provide an opportunity for the research
community to understand their world. In this way, qualitative research case-study, as

an in-depth approach, makes clear what really happens in both sites under

225



examination. It is holistic as it includes participants from three different groups in the
university community, students, academics and librarians. At the same time the data
collection techniques and the consequent data triangulation ensure the in-depth and
holistic character of this research. Afzal (2006) argues on the use of qualitative
research approach, supporting their effectiveness in the Information Studies field. He

recommends their use in order to gain more depth and sense in the libraries context.

8.7 Future work

This research produces rich data in the field of the EIS in a Greek academic library
defining also the relation between educational demands and the role of the library. It
presents some limitations, as every research study does. It is qualitative research
study, designed to explore multiple realities which are time and context bound and
therefore not intended to be generalised to the wider context. The research sample was
small; it could be extended to more sites and participants in order to support the
relevance of this investigation to the general situation in Greek university libraries.
Furthermore, this research could not lead into generalisations or to support a new
theory. During the research process the objectives were affected by the data collection
and the real conditions in the research. More research in this area covering different
contexts is needed in order to offer insight into the multiple realities that exist and
develop a theory making clearer the applicability of the current results in any context.
In the specific context of the Aristotle University, other departmental libraries could
be investigated and the findings could enhance actual EIS provision and support in the
context of this university and offer some insight and signposts for further
investigation across the more general context of Greek Universities.
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Appendix 1: Questions research instrument

Academics

Personal details about
Gender

Subject

Job description

. Are you aware about the Electronic Information Services available on the library's
web site and how?

When you use EIS due to which reasons do you use them?

Which EIS do you use?

Where do you use EIS?

What kind of problems do you face in relation to EIS usage? (access-IT skills-

o ~ w N

obtain useful information-unfriendly interface etc)
Have you got any support- instruction to use EIS? Their opinion about the
support's effectiveness

. What is your personal opinion about EIS? Which is the EIS usage affection on
students and their learning outcomes? How do you encourage students to use EIS?
How do you use EIS?
How do you start searching?
Who do you ask for help?

How do you feel about the results

Questions research instrument for Students

Personal details about
Gender
Subject

Year

Are you aware about the Electronic Information Services available on the library's
web site and how?

When you use EIS due to which reasons do you use them?
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Which EIS do you use?

Where do you use EIS?

What kind of problems do you face in relation to EIS usage? (access-IT skills-
obtain useful information-unfriendly interface etc)

Have you got any support- instruction to use EIS? Their opinion about the
support's effectiveness

What is your personal opinion about EIS? Which is the EIS usage affection on
students and their learning outcomes? How do academics and librarians encourage
you to use EIS?

How do you use EIS?

How do you start searching?

Who do you ask for help?

How do you feel about the results

Questions research instrument for Librarians

Personal details about
Gender
Job description

Who are the EIS users? How could they identify them?

How do they make users aware about EIS available on the web site?

Why do users use EIS? When you use EIS due to which reasons do you use them?
Which EIS do users use?

Where do users use EIS?

What kind of problems do users face in relation to EIS usage? (access-IT skills-
obtain useful information-unfriendly interface etc)

How do librarians "qualify" users to use EIS? Their opinion about the support's
effectiveness

What is your personal opinion about EIS? What is their users' opinion about EIS?
Which is the EIS usage affection on students and their learning outcomes? How do
you encourage users to use EIS?

How do users use EIS?

How do they start searching?
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3.

Who do they ask for help?

How do they feel about the results?
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Appendix 2: Observation protocol

Observation research instrument

Who are the users? (In library or in local labs)

Which EIS do users use?

(Where do they use them?)

(Why do they use them?)

What kind of problems do users face in relation to EIS usage?
What kind of support do librarians provide to users in order to use them
effectively?

(What is their personal opinion about EIS?)

How are they encouraged and from whom to use EIS?

How do users use EIS?

What ways of searching do they use?

Which are the question are coming up during searching?

How do users feel during searching?
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Appendix 3:Form librarians fill with users questions

Questions file

Form with questions relevant to EIS which users ask during the observation
period in the enquiry desk
Real time:
Gender
Male Female
Type of user
Academics Students
Query timing
Pre log on Post log on

Question 1

Question 2

Question 3
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Appendix 4: Terms definitions

TERMS DETERMINATION: ELECTRONIC INFORMATION SERVICES

Information Service:

A service provided by, or for, a special library which draws attention to
informat;on possessed in the library or information department in anticipation of
demand.

Information resource:

.... some confusion over the concept of the Information Resources, mainly as a
result of the inclusion of the technological resources in the concept. However most
commentators regard the following as constituting information resources in
organization: data, text, records, multimedia, and information technology.’

Source:

1. Any document which provides the users of libraries or of information services
with the information sought. 2. Any document which provides information
reproduced in another document. 3. The data or records providing the basis for
information search.*

As the result the term Electronic Information Services, enclosed any resource and
source, includes any service available in an electronic form in the library web page
or in the local intranet available only in the library building.

2 Harrod's Librarians' Glossary. Ed Eight. Compiled by Ray Prytherch. Gower, 1995.(p 322)

® International Encyclopedia of Information and Library Science. Ed John Feather and
Paul Sturges London:Routledge,1997

. (p190-191)

* Harrod's Librarians' Glossary: 9,000 terms used in information management, library
science, publishing, the book trades, and archive management . 8" ed. Compiled by
Ray Prytherch. Aldershot: Gower, 1995. (p 599)
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Appendix 5: List with EIS provided to user

LIST OF ELECTRONIC SERVICES
Services

In the intranet

OPAC L[

Cd-Roms [

Other

In the web page

(The followings are links on the web page)
General Information in the web

Project of modernization [

History

Libraries and European Commission [
Avristoteles University and other university sites [
News [

Main Library and its regulations, operation, location Inter-library Loan etc. [

Departmental Libraries

User education [

Location [

Web pages [

Operation

Mapping

Heal-Link

Database Search Services —

Heal Link Quick Search Engine in the service
Heal Link Subject Search [

Information [

Some tutorials [

Links [

Contact

JSTOR [

REF-Work

SwetsnetNavigator
Ulrich'International Periodicals (Local) =
Wiley InterScience

On-line university periodicals
Dissertation Abstracts Databases [
Cooperative periodical Catalog (EKT)

Cambridge Scientific Abstracts-Internet Database Service (CSA-IDS) [

Bibliographic Databases on CD-ROM's (ULTRA-NET)
Information

Tutorials

FAQ

Online access to Citation Index

Internet

Search engines
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ILC Glosary of Internet Terms
User Guides

OPAC [C

Links other OPAC [

Links other libraries

Links Internet

Other services [
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Appendix 6: List with used information sources

Which of the following information resources do you use?

Frequently =~ Sometimes Rarely Never

Own books 0 0 0 0
Own journals O O O
Printed library books O O O
Printed library journals O O O O
Electronic books 0 0 0 0
Electronic journals O O O O
Printed dissertation file O O O O
Electronic dissertation file O O O O
Library web pages 0 0 0 0
Journal article databases O 0 0 0
Specialist databases

(reports, designs etc) O O O O
Internet search engines

(Google, Altavista etc) O O O O
CD-ROMS (Ultranet) O O O
Resources from other libraries O 0 0 0

Other (Please state)
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Appendix 7:Participants characteristics in summary

First research site

1 Academics
Lastly the academic sample includes as many academics as was possible at that

period of time in order to reach information redundancy. The researcher asked for
an appointment only with academics that use the library and have contact with
librarians. This decision was made because the first admittedly very willing
academic the researcher tried to interview did not have any contact with the library
and the interview was unsuccessful so after that experience it was considered
useful to interview people who use the library. Librarians supplied the researcher
with the list of academics. The final sample consists of two participants- one man
and one woman- from each subject area. The same policy was applied in
telephone-interviews as well.

ar-a-m-1°

He is an academic in the first subject area in Architecture. The researcher decided
to include this interview although the participant was not very positive and did not
give much information. He can use EIS but he does not do so very often. He has
other sources to support his work. His opinion about library and its role is not very
good and that is the reason why he believes that the library does not fulfil its role.
ar-a-w-10

She is an academic in the first subject area in Architecture. She has been working
in this position for a long time. She is a member of the permanent staff and very
close to retirement. She cannot adopt the new technological means in her work.
She prefers to do her job as she did in the past. She feels afraid of this entire
means. As a result she has no IT skills and does not know or work with EIS. She is
library user but prefers the printed sources.

ar-a-w-10

She is an academic in the first subject area in Architecture as well. The researcher
decided to do this interview because although the first participant uses the library
she is not familiar with the EIS so could not provide any information concerning
her opinion on them. She has been working in this position for a long time. She

has difficulty in using all the new technologies but she persists and manages to
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approach some of them. She has IT skills but she does not feel very confident
about them.

ar-a-m-20

He is an academic in second subject area in Architecture. He has IT skill but he
does not feel so confident. He has been permanent staff for a long time. He knows
EIS and uses some of them.

ar-a-w-2°

She is an academic in the second subject area in Architecture as well. She is
responsible for a post-graduate course and has many responsibilities as a result of
this position. She gives lectures but her main job at present is more relevant to
organising the course. She has IT skills but she does not have much confidence in
them. Her assistances do most of her work. She has been permanent staff for a
long time. She is familiar with EIS and uses some of them.

ar-a-m-3°

He is an academic in the third subject area in Architecture. He uses and knows the
electronic services but he has not received training in them. He does not consider
it essential for him to be informed on them. He works with them daily he is
therefore instantly aware of any new service, which comes out. He is very skilled
in IT and could not work without EIS. He uses them to complete his tasks on an
everyday basis thus being a very active user. He considers that nobody could be
good enough to inform him on them because he checkes them so frequently
himself.

ar-a-w-30

She is an academic in the third subject area in Architecture as well. She has some
IT skills but she does not feel so confident about them. She has been permanent
staff for a long time. She knows EIS and uses some of them.

2ar-a-m-30

Additional interview. He is an academic in the third subject area in Architecture as
well. He knows and uses the electronic services. He works with them and
considers himself to be IT skilled. He participates in e-learning and promotes
students’ use of the EIS and of computers.

ar-a-m-4o0
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He is an academic in the forth subject area in Architecture. He uses and knows
some of the electronic services. He considers himself to be IT skilled. He has been
working in this department as permanent staff for a few years.

ar-a-w-4o0

She is an academic in the forth subject area in Architecture as well. She has some
IT skills but she does not feel much confident about them. He has been permanent
staff for a few years. She knows some EIS and uses some of them.

ar-a-m-50

He is an academic in the fifth subject area in Architecture. He knows and uses the
electronic services but he has not been informed by anyone on them. He works
with them but faces many problems in organising the information. He is very IT
skilled. He has been permanent staff for a long time.

ar-a-w-50

She is an academic in the fifth subject area in Architecture as well. She is the
chairman of the faculty and she has a lot of duties concerning the operation of the
department. She gives lectures but her main job at present is more relevant to
operation of the department. She has IT skills but she does not feel very confident
about them. She has been permanent staff for a long time. She knows EIS and uses

some of them.

Telephone-interview:

ar-at-m-1o

He is an academic in the first subject area in Architecture. He teaches theoretical
modules or labs. He has IT skills. He is permanent staff.

ar-at-w-1o

She is an academic in the first subject area in Architecture as well. She is a lab
lecturer. She has IT skills and is close to retirement.

ar-at-m-2°

He is an academic in the second subject area in Architecture. He is in charge of
theoretical and practical modules. He is not an EIS user.

ar-at-w-2°

She is an academic in the second subject area in Architecture as well. She is lab a
lecturer.

ar-at-m-3°
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He is an academic in the third subject area in Architecture. He is responsible for
theoretical and practical modules. He has been in the department for a long time
and uses computers and some EIS.

ar-at-w-30

She is an academic in the third subject area in Architecture as well. She teaches
theoretical and practical modules. She is an EIS user and has IT skills.
ar-at-m-40

He is an academic in the forth subject area in Architecture. He teaches theoretical
modules and he is not very positive about this technological information. He is
confused about EIS and the internet.

ar-at-w-4o
She is an academic in the forth subject area in Architecture as well. Her module

includes labs and practice. She has been permanent staff for a long time and does
not feel very comfortable with computers and EIS.

ar-at-m-5°
He is an academic in the fifth subject area in Architecture. He is a lab lecturers and

he is not an EIS user. He is permanent staff and his subject area is practical.

ar-at-w-50
She is an academic in the fifth subject area in Architecture as well. She was not

very helpful and did not want to talk whatsoever. She demands students to be
aware of everything. She is permanent staff.

2 Students

The students' sample covers students with various backgrounds but it does not
include students from the first and second year at the first stage of the fieldwork
because the researcher could not meet any of them. This gap had to be filled
during the next stage of the research so the sample includes 2 participants from
each year-1 boy and 1 girl. As far as the postgraduate level is concerned one
student was interviewed only (a boy) because the researcher did not meet a girl
during the field period.

ar-ps-b
He is a postgraduate student in PhD course. He used to work in research programs

and now he is working on his project. He is IT skilled and he can read foreign
language bibliography.
ar-s-b-1o

259



He is a first year student. He could use a computer before he came to the
university and he is proficient in the English language.

ar-s-g-1o
She is a first year student. She could not use a computer before she came to the

university and she is proficient in the English language.

ar-s-b-20
He is a second year student. He could use a computer before he came to the

university and can read in the English language.

ar-s-g-20
She is a second year student. She was not competent in computer use at first, but

now she can use word and some basic PC operations. She can read English
language literature.

ar-s-b-3o
He is a third year student. He could use a computer before he came to the

university and he can read in the English language.

ar-s-g-30
She is a third year student. She could not use a computer before she came to the

university and she could not read in English language.

ar-s-b-4o
He is a forth year student. He could not use a computer before he came to the

university and can read in the English language.

ar-s-g-4o
She is a forth year student. She could not use computer before she came in the

university and can read English language.

ar-s-b-50
He is a fifth year student. He cannot use a computer before he came to the

university but he can read in the English language.

ar-s-g-50
She is a fifth year student. She could not use a computer before she came to the

university but she can read in the English language.

ar-s-g-5-10
She is a fifth year student. She could not use a computer before she came to the

university and she can read English.

ar-s-g-5-20
She is a fifth year student. She could not use a computer before she came to the

university and she can read English.
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3. Librarians
Two of the librarians are permanent staff and one librarian is temporary while the

rest are students in placement. One librarian from the permanent staff and
thetemporary one have a degree in LIS. All the staff have been interviewed.

ar-l-w-1"
She is permanent staff. She has 11 years experience in academic libraries. Her

duties are various, mainly cataloguing. There is a kind of duties distribution but as
a rule they all do miscellaneous in this library.

ar-l-w-2"
She is permanent staff in the library without a degree in information studies or

librarianship. She has been working since from 1981. She has a degree in English
Literature. She has always worked in this department. Mainly her job involves the
bureaucratic procedures of the library. Her duties are various, depending on the
arising needs

ar-1-w-3n
She is a student in placement. Her duties are various, but mainly her job includes

providing information, lending books and working with users.

ar-l-w-4"
She is part time staff. Her duties are various, but mainly her job involves providing

information, lending books and working with users.

ar-l-m-5"
He is full time staff but he is not on a permanent basis. He has been working for

two years in this library and his duties are various.
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Second research site

1 Academics

Academics in this faculty can use any of the three libraries that are available. The
sample includes two participants-one man and one woman- from each subject
area. There is a special consideration in this faculty the academics use Macintosh
computers because they need a ‘polytonic’ system and Macintosh technology was
more user friendly. Now they have problems getting into the library web pages.
ph-a-m-1

He is an academic in the first subject area in Philology. He can use EIS but he
does not very much. He is permanent staff He is accustomed to using printed
sources but he is eager to use EIS if they are easily available.

ph-a-m-1.2

He is an academic in the first subject area in Philology. The researcher decided to
include this interview although the participant is blind and cannot use the EIS by
himself. He is permanent staff. He can use EIS with his wife’s help.

ph-a-w-2

She is an academic in the first subject area in Philology. She has been working in
this position for a long time. She is permanent staff. She uses the new technology.
ph-a-m-2

He is an academic in the second subject area in Philology. He has IT skills. He has
been permanent staff for a long time. He knows EIS and uses some of them.
ph-a-w-2

She is an academic in the second subject area in Philology. She has IT skills but
she does not feel so confident about them. She has been permanent staff for a long
time. She knows EIS and uses some of them.

ph-a-m-3

He is an academic in the third subject area in Philology. He is permanent staff. He
uses and knows the electronic services.

ph-a-w-3

She is an academic in the third subject area in Philology as well. She has some IT
skills but she does not feel much confident in them. She has been permanent staff

for a long time.
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Telephone-interviews:

ph-at-m-1

He is an academic in the first subject area in Philology. He is permanent staff. He
has some IT skills but he is not used to working in electronic form.

ph-at-w-1

She is an academic in the first subject area in Philology as well. She is permanent
staff. She has some IT skills and she uses EIS.

ph-at-m-2

He is an academic in the second subject area in Philology. He is permanent staff
and he does not use EIS so much.

ph-at-w-2

She is an academic in the second subject area in Philology as well. She is
permanent staff. She has some IT skills and she uses some EIS.

ph-at-m-3

He is an academic in the third subject area in Philology. He has been in the
department for a long time and uses computers and some EIS.

ph-at-w-3

She is an academic in the third subject area in Philology as well. She is permanent

staff and does not use EIS.

2 Students

The students’ sample includes two participants from every year-one boy and one
girl. The postgraduates’ level includes one boy and one girl.

ph-ps-m

He is a postgraduate student in a Master’s course. He is IT skilled and he can read
foreign language bibliography.

ph-ps-g

She is a postgraduate student in a Master’s course. She is IT skilled and she can
read foreign language bibliography.

ph-s-b-10

He is a first year student. He can use a computer at a basic level and is proficient
in the English language.

ph-s-g-10
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She is a first year student. She can not use computer and but she can read English
language.

ph-s-b-20

He is a second year student. He can use a computer before he came to the
university and can read in the English language. He uses some EIS. He
participates in user education programme.

ph-s-g-20

She is a second year student. She can use word and perform some basic operations
in computers. She can read English language literature.

ph-s-b-30

He is a third year student. He could not use a computer before he came to the
university and can read in the English language.

ph-s-g-30

She is a third year student. She can use a computer, has basic skills and reads in
the English language.

ph-s-b-40

He is a forth year student. He could not use a computer before he came to the
university and he can read in the English language.

ph-s-g-40

She is a third year student. She can use a computer and read in the English

language. She participated in user education seminars.

3 Librarians

Permanent staff, temporary staff and placement students support the operation of
the library. The researcher interviewed all the permanent and temporary staff but
not the placement students because they had to work in the evening. This part of
the day was not very busy and could not give any further information about the
operation of the library. Four of the librarians are permanent staff and one is
temporary who was moved to the library from elsewhere. Two of the librarians are
qualified.

This sample is enriched by interviews from the other three libraries in the faculty.
So, 2 librarians from the new library have been interviewed. One librarian in the
Classical library and one from the Modern Language library have been

interviewed as well. All the additional interviewed participants are qualified.
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ph-l-m-1"
He is permanent staff in the academic library. His duties are various, mainly
cataloguing. There is a kind of duties distribution but as a rule they all do
everything in this library depending on the needs.
ph-1-w-2n
She is permanent staff in the library without a degree in information studies or
librarianship. She has been working in this library for a long time as part of the
permanent staff. Mainly her work involves the bureaucratic procedures of the
library but her duties are various depending on the needs.
ph-l-w-3"
She is permanent staff in the library without a degree in information studies or
librarianship. She has been working in this library for a long time. Mainly her
work involves dealing with the information desk but she is occupied with anything
depending on the needs.
ph-1-w-4"
She is not permanent staff. She is a teacher who has been working in the library
for a period of time. Her duties are various, mainly dealing with the information
desk.
ph-I-m-5"
He is part of the permanent staff and a qualified librarian. His job is in the central
library. His duties are various.
ph-l-w-6n
She is permanent staff and a qualified librarian. Her job is in the central library.
Her duties are various.
ph-l-w-7"
She is permanent staff and a qualified librarian. She has been working in the
academic library for a long time. Her duties are various, mainly cataloguing. There
is a kind of duties distribution but as a rule everyone does anything in this library.
ph-1-w-8n
She is not permanent staff but she is a qualified librarian. She is working in the
academic library on the basis of a contract. She occupied herself in two different
libraries that of the Modern Language and that of the Classical studies. Her duties
are various, including information giving or anything else that might arise.
ph-l-w-9n
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She is permanent staff and a qualified librarian. Her duties are various, such as

cataloguing or promoting the library or anything else in a library.
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Appendix 8: NVivo diagrams and subject tree
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Appendix 9:Papers

13" Panhellenic Academic Libraries Conference-lonian university Corfu
Greece October 13-15, 2004

"M £pevval GYETIKG LE TNV ATOTEAEGULATIKOTITO TV NAEKTPOVIKDOV VIINPECIDV

TANpoPopiag oTNV EAANVIKY Tp1toPdOuia exmaidevon: Merén nepintoong

Y1éepa- Xdépn, Tovria voymea Awddktwp; Division of ICS; School of Informatics;
Northumbria University.

Pickard, Alison Senior Lecturer; Division of ICS; School of Informatics; Northumbria
University.

Banwell, Linda Research Director; Division of ICS; School of Informatics; Northumbria
University.

Ot movemotnoakég PAodnkeg moykooping avtipetonilovv ToALEG aAlayEC amd
™V Aoy TS AELITOLPYLOG TOVGS, TIC VANPEGIES AKOUN Kol TOLG PN oTeG Tovg. Ot
navemoTnuakés PipAodnkes oty EALGSa avtipetonilovv T1g 1016 TPOKANGELG.
O1 BAodNKeg avomTOGGOVY VEEC VTINPEGIES, ONUIOVPYOLV 1IGTOGEMOES Kot
TPocPEPovY TANBoG vnpestdy. Ot vanpecieg avédvovtat, Waitepa
NAEKTPOVIKE, OAAL KAADTTTOLV TIC OATGELS XPNoT®V; Ot NAEKTPOVIKEG
vmpecieg mAnpoeopldv (EIS) mposeépovral, ahdd, yperdlovtal 6Toug ypMoTeg
KOl TG 0 YPNOTNG TIG XPNOUOTOo0V; AvTi N épguva £yl oxéom e Evol EMIKAPO
0¢pa, mov vwoBetel o emkevTpoUEVT 6TO ¥PNOTN HEBOJO, TNV TprtoPdOpia
exmaidgvon ™ EALGdag, n omoia dev €xetl epevvnBel kat' avtd tov Tpdmo ToTE
npwv. O okomdg avThg TS £pguvag tvar va epeuvnBel 1 ATOTEAEGUATIKY YXPTOM
TOV NAEKTPOVIK®V VINPeSIdV TAnpogopiag (EIS) otig eAAnvikéc PifAiodnkec
TprroPadpiag ekmoidevong.

g auTIV TNV £pELVA 1] ¥P1ON TOL OPOL ‘ATOTEAECUATIKOTNTA : GUVOEETOL LIE TNV
a&ia wov ot dvBpwmor Bewpovv 6Tt ot EIS €xovv yia tovg idtovg kat eivar évag
6pog mov OBa kabopiotel amd Tovg suppetéyoviec. O oKomdg g Epevvog Ba
emtevyfel pécm TV eENG EMUEPOVS GTOYWV:

1. Tn Bproypagiky) avackdnnon g xpnong Kot dtabeong tov EIS oty
eMnvucn tprtofaduia exkmaidosvon. ‘Eva pépog g €xel 106m mpaypatonomOet, to
omoio Ba cvveylotel Kot B oAokANpwOEel e To TEAOC NG épevvac. EmumAéov €xet
0AOKANP®OEL Eva LEPOG TG CLALOYNG OEOOUEVMVY KOOMDG KOt T EUTELPIKA
ototyeia mTov vrostpilovy avTd TOV G6TOYO.

2. No gheyybei  amoteleouatikdtnra TG Tapddoons Kot TG yprions tov EIS.
M gktevig PIBAMOYPOPIKT AVAGKOTNGT GTNV apyn TS EPELVAG EYEL KOADYEL
KOVOTTOTIKA aLTOV TOV 6T0Y0. H onuacio tov 6pov ‘amotelecpotikdtnTo’ £xet
gpevvnBet ko £xet kabopiotel cOHPVa pe TG PIPAOYPaEIKEG TANPOPOPIES.
Av1d¢ 0 6TdY0C¢ £xEl VTOoTNPLYOEL Kot amd TIC OVO PAGELG GLALOYNG OEOOUEVMV
Kot EMIAEOV O eUTAOVTIOTEL e TIG TANPOPOPIES TIG TEMKNG PAOTG CLAALOYNG
dedoUEVOV.

3. Na oyediootet mepiypapipio Tov TANOVGHOD XPNOTOV GE GXEGN LE TN YPNOT| TOV
EIS otic meproyég perétng. Avtodc o otdyog £xel vrootnpLyel amd TIg PAcELg
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oLALOYNG dedopévarv. Oa epeuvnbel kat Oa oAokAnpwOel oty tedevtaio o
oVLALOYNG 0edopEVOV. O 0TOY0G OVTOG EMKEVIPMVETOL GTO OElYLLAL.

4. No tpocdloploTohv 0Ol OVAYKEG TOV ¥PNOTN GE GYXECT LE TNV OKAOTLLOIKT TOVG
peAén. Ot TAnpopopiec TPoEPYovTal amd TEGGEPLS OLPOPETIKES TNYEG TN
BiBAoypapikn avackomnon, Toug PAI0ONKOVOLOVS, TOVG POITNTES, KoL TOVG
aKoONUATKoVG. Ta TpoKATAPKTIKA OTOTEAECUATO OO TIC PACEL; GVAAOYNG
JEJOUEVMV ETOVUTPOTILOPILOVV KOl TPOTOTOLOVV OVTOV TOV GTOYO ¢ EENG:

"No TpoGo10pIoTEL 1 EKTOOEVTIKT SLOOIKOAGIN GTA EAANVIKA TOVETIGTI L0 KOl O
ATOLTAOELS TOV Y€l o€ oxéon pe T xpnon tov EIS." Avt) n tpomtortoinon givat
OTOTEAECLLO, TOV EUTEIPIKAOV GTOLYEI®V Ko Ba £yl ¢ cuVERELN Lot TPOGOET
(Ao GLAALOYNG OESOUEVAOV: TNAEPMOVIKES GUVEVTEVEEIC LE TOGOVG QKOO LATKOVG
OCO1 OTTALTOVVTOL MGTE VO, PMTIOTEL 1] EKTOOEVTIKT O10OTKAGTOL.

5. Na avortoyBel Kot va epapprocTel va TPOYPOLILL EPEVLVOS DGTE VO POTICTEL M)
oxéon petasd tav PAodnkovouwy, Tov ypnotdv kot tov EIS otig meployéc
peAETNG. AvTtdg 0 6TOY0G £xEl vTooTNPLYOEl Be®PNTIKA [LE TO GYESOGUO TNG
gpevuvNTIKNG dadkaciag. v tpaén vrootnpiletarl and T GLALOYN TOV
JEJOUEV®V KOl TNV OVAALGT TV GTOLYEIWV.

6. Na mopaydet éva mhaicto yio ) ypnon tov EIS and tovg portntég Ko toug
KOO UATKOVG 6TV EAANVIKT TprtoPdOuia ekmaidevon. O 61oy0g awTodg Ho
0AOKANPOEL LETE TNV GLAAOYN OEOOUEVOV KOl T AETTOUEPT] EUTELPIKT] AVAAVOT
TOV GTOLYEI®V.

Bipiroypagikn avackonnon

Ot movemotpoakég Piodnkeg avtipetonilovv moALéG adlhayéc amd v dmoyn
NG AELTOVPYIOG TOVG, TIG VNPEGIEG KOl TOVS YPNOTES EVA OL VIINPEGIES Kol Ot
NY£ES Toug Yivovtal cOVOeTEC AGY® TNG TEXVOAOYIKNG EMAVAGTOONG. ZNLUEPO,
TEPLGGATEPOL POITNTEG LEAETOVV GTO TOVETIGTI UL GE GYECT] UE PLEPIKES OEKOETIES
TPV Kot Tapovstalovy Glyovpa pia peydAn mowidio omd v dmoyn tov
de€lomTmv Tovg, TV nAkio tovg kKA. O Biddiscombe, (2002, p230) ypapst:
"TToAAG TavemoTHHIO £XOVV OVASOUNGEL TNV 0pYaveoT TV BA0ONKOV ToVS Kot
wpoomafovv va eréEyEovvy Tig aAlayEC Tov paypatorotovvtot." Ot BifAtodrkeg
TpémeL va avtdpacovv 0nwc o Lopez de Prado (2000, p202) Aéew: "H aindeia
elvar 6t ot BpAodnkovopot - ekTdg amd TIG AVATOPEVKTES EENPETELS - LE
evBovolacpd €OV YoUPETIOEL TIG TPOGPATES TEYVOLOYIKEG KOVOTOIES."

Méoa and Tig teyvoroyikég e&erifelc ot fipArodnKes avanthcsovy Kot
gumlovtilovv T1g d1dpopec vnpeoieg tovg (Tenopir, 2003) aAdd TavTtOYpOVO
aVTEG 0L VINPETieg Yivovtan o ovvletes. (Simmonds kon Syed Saad, 2001) O
pOAOG TV BA0ONKOVOU®V YIVETAL IO OVGLUGTIKOG KOl £XEL ETIMTMOCEL GTO
ypnom. O Ashcroft (2000, p468) Bewpet 611 01 BtfAroOnKovopot mpénet va
EUTAQKOVV: "GTN SOTPAYUATELGT GUVOETOV GLUPMOVIDY YOPNYNONG AOEIDV, VO
AVTILETOTIGOVY {NTHLLOTO TV TVEVUATIKOV SIKOLOUATOV, OpYAvVOoNG TOV
neBOd®V mPdSRacng oTic TANPOPOPIES LECH TOV IIKTLMOUEVOV TOP®V KOl
EMKOWVMVIOG LE TO AKOINUOTKO TPOGOTIKO Yo TNV ayopd Tov LAKOD."

H teyvoloyia BeAtudvel TIg NAEKTPOVIKEG VN PEGIES OO TNV ATOWT TNG
dvvatdtrog Tpdsfacng Kot TG SBESIUATNTAS TOLG AV Kol 01 AvOpmmor dev
etvon mavto TpdOvpot va viobetnoovy Tig texvoroykés odhayés. H Banwell (2001,
P94) kataAnyel oto copnépacpo 6Tt ot online TAnpogopieg kot n cHyypovn
TEYVOLOYIOL CKOVV EM{OPOCT GTNV KOWOTNTA TOV XPNOTOV: "Za@®Og £XOVV
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VIAPEEL CNUAVTIKEG OALOYEG OTI) CUUTEPLPOPE KATA TNV GLAAOYN TOV
TANPOPOPLOV MG ATOTEAEGILA TNG ELPAVIONG TNG NAEKTPOVIKNIG emoyne..." H
CLUTEPLPOPE TOV YPNOTAOV KOTA TNV ovalTnon Kot amdKINGT TANPOPOPLDV EXEL
amoTEAEGEL AVTIKEILEVO Epevvag amd Tolhovg epevvntéc. (Kuhlthau, 1991 Ellis
kot Merete, 1997, xou Wilson, 1994, 1999, 2000)

Ot EIS amottodv KoTopTiopéVOuS YpnoTeG TPOKELUEVOL VA PN GILOTO 000V ot
dwbéotpeg mAnpoopies. Yrdpyet EAAetymn twv 0e10THT®V TOCO 4T XPNON TNG
TEYVOLOYLOG OGO KOl TNG AVAKTNONG TANPOPOPIDYV MGTE O YPNOTES VO
a&lomomoovy mpayuotikd tig EIS (Gannon-Leary kat Aowroi, 2001 Pantouli ko
Nikserlidou, 2002). Ot BiprioOnkovopot mapéyovv 0dnyieg Kot vTootnPilovy Tovg
YPNOTEC OALA B TpEmeL emiong va yivetal aSloAdynon TG OMOTEAECUOTIKOTITOG
avt¢ ¢ vanpeoiag, (Bracke kat Dickstein, 2002) kot pedéteg yopm and tov
TpOTO e Tov omoio pobaivouv ot yprioteg (Smith, 2002). H wkoavoroinon tov
YPNOTOV Be®pPEITOL OVGLAGTIKT TPOKEUEVOL VO EMTELYXHOVV [ KAAN LN pECiaL
Kobm¢ ko 1 amoteheopotikn g xpnon. (Cullen, 2001 ko — ARL-
LIbQUAL+TM, 1999) H épevva mov £xel oG EMIKEVTPO TO ¥PHOT KoL TNG OVAYKES
ToL Kpivetar amopaitnn. (Jackson, 2001,Poll, 2003 eVALUEd, 2003 kou Hartland
kot Thebridge, 2003) Avtiv v 1epiodo 01 GTATIOTIKES TV TPOUNOELTOV Yo T
ypnon tov EIS eaivetar va givor averapkeic.  (Ashcroft, 2002 poln6- Hristovski,
et Al, 2002 Cheng, et Al, 2002 Liu xou Cox, 2002, Fragkou -Mpatsiou kA, 2001)

O teyvoroykég eEeli&elc aAlalovv T Aettovpyio Ko Tig vanpecieg PipAtodnkav
otov koopo. H EALGda dev amotelel e&aipeon. @paykou-Mmdtsiov ka. (2001)
ov{ntodv v avénon tov EIS oty eAinvikn tprrofdbuia exkmaidevon. Zopeova
Le 11§ emionpeg otoTloTikéS omd "Movdaoda olkng mowdtntag"(MOD, ctatiotikeés
®¢ 2003) vt n avénon etvar eviummaotakn oty tedevtaio dekaetio. yedov OAEG
ot TavemoTnoKeS PirpAtodnkes £xovv niektpovikd kotdioyo (OPAC) kot
16T0GEAId0 6T0 ALadIKTVLO MGTE VO, TAPEXOVY TNV TPOSPAUCT OTIG SAPOPES
NAEKTPOVIKEG LINPETiES Kot TNYEG OTMG T.). Ot cLYVES epmTnoels (FAQ), ot
00MnYol YpPNOTAOV, 01 PACEIS OEOOUEVMV, TOL NAEKTPOVIKA TEPLOJIK(, Ol KAVOVICHOT
BipAodnKadV Kot dArec TANpopopieg yia T Asrtovpyio Tovg.(Xoatlnudpn kot
Zovmdvog, 2001) Ot [Tandloyiov ko Zepeptlaxn (2001, p160) vrootpiéav: "H
avaykn yo g oOyypovi, kot KoAd eEonopévn mavemotnoky BifAtodnkn mov
TPOGPEPEL TIG TOLOTIKEG VIINPETIES, TIG TAOVGIES KOl EVILEPOUEVES GLAAOYEG
yivetal anopaitnm."

To exmadevTikd mpdtvno otnv EALGSa elvan akdpa Tapadocstakd Kot 0 poOAoG
Tov Biprobnkov exionc. [pdypatt, n expadnon kot n dtadikoscio SOAcKaAlng
TPOLYLOTOTOLOVVTOL GE GEUVAPL Kot SHAEEELS Kat 01 e&€TAGELS elvar TO Pacikd
gpyareio a&ordynone. Ot ITomaloyrov ko Tepeptlaxn (2001, p160)
neptypapovv: "To cuotnpa (Sradkocio ekpdOnong Kot S1dacKaAing) oev
OTOUTNOE OTOLAONTOTE AVAYVMOT €M Ao TO €YYEPIO0 Kol 1 O1d0acKAAlN TV
JeE10TNTOV OVAKTNONG TTANPOPOPLDOV OEV NTOV UEPOG TOL TPOYPAUUUATOS CTOVODV
N ¢S eruocoeiog owackarioc." Avtéc ot cuvOnkeg apyilovv va aAldlovy OTmg
vrootpiler  AovbBeEomovrov (2001) pe ™ petaxivnon amd po TobnTiKn
EKTIOOEVTIKT] SLOOIKOGIO GE L0 EVEPYNTIKT LE TEPICCOTEPES ATALTNOELS OO TOVG
QOUTNTES OTA EAANVIKA TOVETIGTILLLOL.
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Ot vanpeoieg vTdPYOLY Kot 1) EKTOOEVTIKY] O1001KOGT0 KIVEITOL TPOG LD TTLO
evepyn popoen, ne 1 Ppirodnkn va vroompiletl tnv ekpdbnomn kot StdacKaiio
OLMG To NAEKTPOVIKA GUGTAHUATO vt cVuVOETA KoL 0 YPOTNG TPETEL VoL YVOPilet
TNV TOAVTAOKOTNTA TOVG KOl VAL £YEL TN GUYKEKPLUEVT] IKOVOTNTO Y10 VO OLVOKTI|OEL
11§ 00 TEG TANPOoPopies. Ot [TavtodAn kot Ni&apAidov deiyvouv OtL: "ot o1TnNTES
oTEPOHVTOL TV OEEI0TNTMOV VO, XPNCLLOTOMGOVY TOVG VITOAOYIGTEG KO 0VTO £)EL
EMPPON OT1 GLYVOTNTO TTOL emckEnTOVTAL T BifAtodnkm." (2002). Méypt
Tpospata ol BPAMoONKOVOLOL GTO EAANVIKO TOVETIGTI IO OV Kol ovoryvapllo
TNV ONUAGIO TNG EKTOIOEVONG ¥PNOTAOV 6TV TPAEN dev TNV TPOSPEPAY. (E€vidov,
KA. 2001) Odnyoi ypnotadv dnuovpyndnkov yio va vrootnpiovy 1o ¥PNoTN.
Av16 dpmg dev givar apkeTd. ZNUEPO 1) TPOCTAOELN TOV TOVETIGTILULOKDV
BpA0OINKOV va KaAv@Bel ovTn 1 TEPLOYT £XEL OC ATOTEAEGLLOL TV OPYOVDOT)
oepvapiov ekmaidevong ypnotdv oe cuveyn Paon [ ZeAida g PpAobnkng
Aptototekeion:  http://lwwwe.lib.auth.gr/ (4/5/2004) ]

O)o to Topamdve amoteAovV yeyovaTa oAAG oty mpaypotikotnTa ot EIS
YPNOLUOTOIOVVTOL ATOTEAEGUATIKG KO VTN 1) P01 AVTATOKPIVETOL OTIG AVAYKES
TV ¥pNoTdv; O ypnoteg Tpémel va glval To KEVTIPO NG Agttovpyiog
Biprodnkadv. H droyn tov ypriotn kabopiletl Ty modTTa TV VANPECIHV Kot
TOV TPAYLLOATIKO OVTIKTUTO OTIS YVAOGELS TOVG. 2T BBAOYPOQIK: avasKOTNOT)
Qoivetal 0Tl OEV LIAPYEL EPELVA G AVTOV TOV TOPEN KO QLT 1) TAPOVGA EPELVAL
wpoomafel vor KOADYEL aVTO TO KEVO.

Xyé010 épevvag

H Baowkr| prhocopikn epd®TNon o€ avtv v épgvva eivat: "ol givor n oxéon
LETAED TV EKTOOEVLTIKAOV GLUGTNUATOV (W010iTEPO GTO EAANVIKO TAOIG10) KOl TV
VINPESLOV NAEKTPOVIK®OV TANpopopldv (EIS);" H Bempntikn mpocéyyion sival
EPUNVELTIKY KOL: "o LEAETT) EPUNVEVTIKNG KATAVONGTG, LE WO10iTEPT) TPOGOYT
070 TA0iG10 Ko apykd oxomoc g Epevvoc."(Patton, to 1990 p84) H gpevvnrikn
TPOcEYYIoN elvat eniong moloTiky, dedopévov ot ... elvar o dradikacio wov
oVpEL Ta oToLEln omd TO0 TANIG10 6TO 0Toio Ta YeyovoTa gpaviovtal, oe pia
TPOCTAOELD. VAL TEPTYPAPOVV ALTA TO TEPICTATIKA KOl O GLVONKEG LEGO OTIG
omoieg Ta YEYOVOTO EVOMUATMOVOVTOL KO LLE TOV TPOTO TOV Ol GLUUETEXOVTEG LOVV
10 yeyovog." (Gorman kot Clayton, 1997 p23) Ou Glazier (1992) kot Westbrook
(1994) vmootpilovv T xpHoN T®V TOOTIKGOV HEBOS®V TNV EpEVVa Kol OTIS
EMGTALES TNG EMKOVOVING Ko TG TANpogopiac. H mototikn| pebBodoroyia
Bempeitan 0 KaAOTEPOC TPOTOG va Yivel pia g PABOC, ETKEVTIPOUEVT GTO ¥PNOTNH
épevva. ATooKoTEL GTO VoL TPOGILOPIGEL TOLG KOGHOVG TOV OTOUMY KOl VoL
gpevvnoet og PaBoc to eEgTaldpevo mhaicto TpokeeEvoL va emtevydel o fabog
N Katavonon tov. O moloTikodg EpELVNTAG TPEMEL VAL KATAAAPEL ‘TIC GVVOETES
oAANAeEapTNoEIS pHeTalh OA®V avTdv cuufaivovy Kot va Umopel vo poTicel TV
£PELVA LLE T1) YPTCLLOTTOINGT TNG AETTOUEPTG TTEPLYPAPNS, “TNG EUTELPIKNG
KATOVONOoNG , Kol “TOV TOAAATADV Tpaypatikot)tov . H emotmuoioyia g
TOLOTIKNG £PEVVAG VOl VTTOPKTN KO SOUGTIKT Kot 0Ttwg o Stake vrootpilet
(p43): "ta pavopeva cuoyetilovtot TEPITAOKO HEGH TOAADY TOAVTOYPOVMV
EVEPYELDV KOl TO VO T KATOAAPEL KATO10¢ amantel va e€etactel €éva evpl TAaico:
YPOVIKO KO YMPIKO, 1GTOPIKO, TOAMTIKO, OIKOVOUIKO, TOAITIGTIKO, KOIVOVIKO KOl
npooconikd." H oMotikr] péBodog pedétng mepintmong xpnoiomoteiton
TPOKEEVOL Vo, vToatnpLyOel avti 1 Epevva.
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Aglypa,

H mowotikn €pevva epeuva TV TPOYLOTIKOTNTO TOV OTOUMY TOV GUUUETEXOVV KO
TpooTadel var ETITUYEL L0l TOIKIALL TV CUUUETEXOVT®V. Q¢ medio £pguvag
kaBopiotnkav ot fipAodnkeg:a) g ApyiteKToviKng Ka 1 B)tov Mecaumvikdv Kot
Néwv EAMAnvikov Znovddv g OIAOA0YIKNG GXOANG. ZTOX0G QVTNG TNG EPELVOG
elvar va epevvn el n amoteleopotikotnto Tov EIS ko otic 600 meproyég épevvag
o€ BaBog. Mia TpooeKTIKY EMAOYT Kot £VOL TOEVOUNUEVO delypar amatTtohvTon
TPOKEEVOD va. eEac@aloTel 6Tt OAEG 01 TOAVEG amOYEIS GuUTEPIAAPEVOVTaL.
O1 Patton (1990) kot Ruyter kot Scholl (1998) kat o Perry (2001) vrootnpilovv
OTL 1] AVTUTPOCMOTEVTIKOTNTO GE GLUPMOVIN LE TO BENA TNG EpEvVag Ko Oyl TO
néyebog Tov delypatog eivarl ovtd Tov EYEL onpacia.

XKomipo ogtypa £xetl emheytel eniong wote va mapaydel n moAvTun vpvTNTa. Ot
BiBAodNKeg Kot To EPYACTNPLOL ATOTEAOVV TaL GNUElD EPEVVAG KOt 1S XPOVOG
opiotnke to dtdoTnua peta&h XentéuPpn HEyPL TIC EEETACELS TOL TPMOTOV
eEapunvov-téhog Pefpovapiov. Katd m didpreta avtng g meptddov ot GortnTég
€XOVV TIG €pYaciec TOVg Kot ypnoipomolovy ) BipAodnkn. To detypa tov
CLUUETEYOVTOV TTEPAOUPavEL:

eorNTé, €vag avopoag Kat o yovaika omd Kabe £1og

axodnuaikol, Evog avopag Kot o yovoika omd v Kafe Bepotikn teployn Exovv
ypnooromOel and tov TAnBuoud mov ypnotpomolovy T PiPAodnkn Kot £xovv
devBovvon niektpovikod tayvdpopeion

Kot BipAtodnikovopot, 660 to SuVaTOV TEPIGGOTEPES GVVEVTEDEEIS MOTE VO
emtevyel tkavomomTiKOg TAEOVAGLOG TANPOPOPLDYV.

Teyvikég ovihoyng dedopévov

H ovvévtenén kot n Stokpitiky] mopatnpnon eivat ot Teyvikég GLALOYNG
dedopEVMV OV YpNGIHoToOnKaY TPOoKEEVOL Va epguvnBel | oxéon petald tov
HEPDV TOL OELYLOTOG KO VO TAPEYOLV TIC TEPLYPOPES TOV GLUUETEXOVTOV. H
dradtkacio GLALOYNG TEPIAAPAVEL TPELS PACELS Le Pdon Ta LEXPL TOPO SEGOUEVOL.
Koatd cvvéneia, Aemtopepdg To pyaieio Tov ¥pMnoILOTOI0VVTOL Elval To
axolovOa:

o€ PaBog avvevtedéers pe OAo Ta pEPM TOv delyportog émov ... Méow pog
SLAOYIKNG GuVopAiag To epevvnTikd {Tnpa 1 N oepd tov ntnudtov
depevvarar o€ tétoro Pdbog avaroya pe Tic avdaykes... "(Gorman kot Clayton,
1997, p23),

ONUELDTELS TOPOTHPNONS KOTA THY xpHoy, o1 PipAobnkn 1 dmov ot ypnoteg
&xovv mpdcPaon otig EIS. To kevd (neta&d "tov delyloTog TV 6TovdacT®dV Kot
TOV OElYHOTOG aKOONUOTKOD) GE OYEOT Le TN O10d1KacGia TG Tapatpnong Ha
KaALEOEL pe T ypron g uedodov tov kpicyov yeyovoTog

ONUELDTELS TOPOTHPNONG, TOV XDPOL NG PPA0ONKNG 1 dov o1 xproTeg Exovv
npocPaon otig EIS.

70 OpYElo EpWTHOEWY TOV TEPIAAUPAVEL GYETIKEG ep®TNGELS Yo TS EIS mov
Kpoteiton omd Toug PPA0ONKOVOLOVS Kot TOV EpELVNTY] Kol AOTEAEL £vaL aKOUT
EYYpOpo NG S1001K0G10G CLALOYNG OEOOUEVMV

N TeEMKN Pdom cVAAOYNG Ba TephapPavel Thlepwvikés oovevtedlelg e TOVG
KOO LLALTKOVG.

H daotavpwon (triangulation) tov uebddwv cLALOYNG TV SEGOUEVOV EXEL MG
GUVETELDL TOV EAEYYO TOV GUUTEPUGUATOV LE TN YPNOUYLOTOINCT TOV SLUPOPETIKMV
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nebddwv cLALOYNG TV otoyeiov. H dactavpmaon (triangulation) tov mydv
emaAn0evel v 01 TAnpogopia pécw dapopetikdv avOponwv. (Yin, 2003 kot
Williamson, 2000) Avti n uébodog éxet ypnoomombei yio va vrootnpiet tnv
oVALOYN SEGOUEVOV OO TOTKIAEC TNYEG Kot TN PN GLULOTOIN 0T TOKIA®Y pHefddwv.
H dwetavpwon (triangulation) oty mapovca Epevva Oa emttevydel pe v
EQOPUOYT OLOPOPETIKMV TPOCEYYIoEWMV Y10 va. e&etaotel To TpoOPAnua: og Bdbog
OLVEVTEVEELS, O10KPITIKN TTapaTHPNON Kot BBAI0YPAPIKY| 0VOoKOTNON (MGTE Ol
101eg TANpoopieg vo emPBeParwBovV amd S1POPETIKES TNYEC.

Emotpovikn mowdtnta g épguvog

OnoadnToTe Epevva TPEMEL VoL KADIEPMVEL TNV EMGTNUOVIKT TG TotOTNTA. Ot
Lincoln xou Guba (1985) ko o Riege (2003) vrootnpifovv Ot1 1} TO0TIKH £pEVVOL
pEmel va etvan a&lomotn, petafidoiun, kot vo emPBePordveTot. X auTv TV
gpeuva 1 aELOTOTIO EMMTVYYAVETAL LLE T YPTCLULOTOINGT TG S0GTOVPMOTG
(triangulation) tov tnyodv kot peBddwv, Ty emipovn tapotipnon (Técoepic
ePoopadeg oe kbbe meproyn) oy kdOe PipAodnNKn péxpt TAeovaoud
TANPOPOPLOV, EVIILEPDOVOVTAG OUOTILOVG EpELYNTEG G€ oTafepn Pdom kotd ™)
OLIPKELD TOV EPEVVITIKOV GYEOLAGLOD KOt TG TPALYLLOTOTOINGNG, Kot EAEYXOVTAG
T0 dedopéva e tovg ovupetéyovtec. (Lincoln kot Guba, 1985) Ot mtapovoidoelg
NG EPEVVNTIKNG JOKAGI0G, Ol GUUPOVAEG TOL EMOTTN £PEVLVOG KO OL
TOPOVGIACELS GE EMOTNIOVIKE GUVESPLOL YPNGLOTOLOVVTOL Y10 VO OAOKANPDOGOVV
10 £leyyo. O Riege cvvdéetl ) duvatodtta petaPifacng g epeuvnTIKNgG
pefod0A0YING Kot TV OOTEAEGUATOV TNG £PEVVOG LLE TNV OVATTVEN pog Bdong
OedOUEVMV KATA TN JLAPKELD TNG AT GLALOYNG dedopUEV@V. AvTth 1| Bdon
dedopévov Ba meptlapetl Tnv Aemwtopept| mePLypapr| Ko Bol ¥p1GILOTOMCEL TIG
CLYKEKPLUEVES SLOOKAGTIES Y10 TV KOOIKOTOINGN Kot TNV avOAVoT OTmG EMioNg
obupolra kot onudadia. H otabepr cuykprrikn pébodoc (Constant comparative
method) eivat to epyadeio yio v avalvon tov dedopévov. TIpdkertat yia o
ocvveyouevn dwdkosio Tov Ba olokAnpwbel 6to TEMKS GTAd10 TG Epevvac. H
emPePainon cvvoéetal pe Tov ELeYy0 Katd TN d1bpKeLn TNG PAOTG GLAAOYNG
dedopévamv Kol TS avaivong Tov ototyeiov. Ot cvppetéyovieg Oa empPefoardoovv
10 mhaiclo cvvevtevé&ewv. EmmAéov, o Eisenhardt (1989) o1 Ruyter kot Scholl
(1998) ka1 o Yin (2003) vrootnpilovv tn onpacio g otadepng 0pyavmCNG TG
dwdkaciog g épevvac. H €peguva viobetel pa otabepn opydvmon g
EPELVNTIKNG O1001KOGT10G Kot Otatnpel Aemtopepn apyeio o€ OAO TAL GTALO TNG.

MovaoikétnTto

Ot EIS pocpépovtar adid o1 xpioteg Tig “ypetdlovtor’ Kot Tov Toug
xpnopevovv; Atya éxovv yivel péca 6To TANIGI0 TOV EAANVIKOV BiAtodInkdv og
avTv TV Wiaitepn meproyn. H épevva avtr dakpiveton yroti ypnoiponotel po
KPLTIKT] KOl OVOADTIKN TPOGEYYIOT OE W0 TTEPLOYN TTOV LIAPYOVY TOAD Ayeg
épevvec. Yobetel o mototikr| péBodo mov e@appolet TV oAGTIKY HEB0S0
UEAETNG TtepimTong. AT M HeAéTn gpeuvd ) xpnom tov EIS oto edinviko
TOVETIOTNUIOKO TAaiG10 TV Biplodnkov. TToAréc Epevveg sivan dtabéoipeg ot
Biproypaeia yio ) xpnon twv EIS, addd Alya £xovv yivel péoa oto mlaiclo twv
eMvikav Plodnkdv. H cuykekpyuévn épevva Ba cupBdilel otnv avantvén
tov EIS pe évav ovolootikd tpomo péca otig movemotniokés Pipiodnkeg 1660
T0V Ap1oToTEAEIOL TOVETIGTN IOV OGO KOl GTOV EVPVTEPO TOUEN TNG EAANVIKNG
TprtoPaduiag eKmaidevonc. LVVETELD TV ATOTEAEGHATOV Oa efvar 1) KaAvTEPN
KOTAVONGCT TOV OVOYKOV TV YPNoTdV Kot 1) Bedtioon tov vinpeciov. Télog, Ba
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npowbnoet pa o€ Babog katavonon Tov {NUATeVY pe T S1ddooT TV
CLUTEPACUATMOV GE TOTIKO, £0VIKO Kot O1e0VEC eminedo péca Ko mEpa omd otV
emotun ¢ Emkowvaviog kot tov IIAnpogopidv (LIS).

Hewpopatikn perétn

[Tpodta 6YedAGTNKE TO TPOTOKOALO £pEVVOC. ZOpPmVa e Tov Yin (2003) avtd
EMTPENEL GTOV EPEVVITN VO, TPOGOLOPIGEL OO TPV TIG O1adIKOGIEG KO TIG
OTOUTIOELS TOL OKOAOVOOVVTOL TNV TTEPTI000 GLAAOYNG TOV OEGOUEVDV EVD
TOVTOYPOVA O EPELVNTNG TAPAUEVEL OVOIKTOG OTIC PEATIDGELS KO TIG TEYVIKES TTOV
avadVoVTOL amd dESOUEVO KO TIG VITAPYOVTIES GLVONKEC. AVTO TO TPMOTOKOALO
nepthopPavel Tpio epyoieio £pguvag e EpMTNCELS TPOG TOVS GULUETEXOVTES KOl
éva epyaleio EpELVOG Y10 TNV TOPATIPNON TOV ATEIKOVICOLY TOV EPELYNTIKO
OKOTO KOl TOVG EMUEPOLS GTOYOVS TNG £pevvags. Exet dnuovpyndei po pdpua yio
Vo KPOTHOEL TIG EPOTNCELS OXETIKA Le TS EIS katd ) didpreta g mepiddov
épevvac. O epeuVNTAG EKUETAALEDLTNKE TIG OLVOTOTNTES TTOL TPOGPEPEL M
EMOYWYIKY] TPOGEYYLION TOV TPOPANUATOG GE GLVIVAGUS LE TNV TAVTOYPOV
E100YYN TNG TPONYOVUEVNG Bempiag OV TPoHTPYE KOODG KOl TNV EIGAYMOYT TOV
dedopévmv. Avtd emtedydnke pe v PAOYpapIKn avacKOTNGN Kot TNV
TEPOUOTIKN LEAETT), LE TIG OTOIEC EEETAGTNKAV Ol EPMOTNGELS TOL
YPNOLOTOWONKOV KATA TN OEPKELN TOV GLVEVIELEEMV KO TG TOPATIPNONG.
(Perry, 2001)

'O\ 1 gpguvnTiKy Sradikacio akoAoVONGE Kol EVUEPMGE TO TPOTOKOALO EVMD O
EPEVVNTIG TOPEUEVE OEKTIKOG, TPOCAPLOCTIKOG KO ONULIOVPYIKOS GE pLOUIGELS £K
véou oe kdOe cuvévtevén. H mepapatikn pelétn ypnoporomonke yia vo
emPePotdGEL TNV OMOTELEGUATIKOTITO TOV EPEVLVNTIKOV GYEOIOV KOl TMV
gpyareiov. O Yin (2003) cuotivel T ¥pfoN TG TEPOUATIKNG LEAETNG Kot
vrootnpilet 6Tt EPOOIALEL TOV EPELYNTI LLE TNV AVATPOPOSOTNGT OTIS EPOTNCELS
Kot T1g dadkacies. H mepoapotikn peAétn mpaypatonomOnke og po amod Tig
BipAodnkeg g PrrocoPikng oxoAng, To Tunpa Hoawaymyumce. [epréraPe
TOPOTPNON TOV YDPOL KOl TPELG CLVEVTELEELS, O [LE EVAV GTOVSOGTY|, 0L UE
évav BiAodniovopo kot évav axadnuoikd. H Biprodnknm £xet dvo mpocwmikode
vroroyiotég (PC) pe v mpdoPacn otov nhektpovikd KatdAoyo. Ot cuvevtehielg
amopayvnToeovnOnkav kot avoivdnkav. Ot epotoelg avabempndnkav Kot
BeAtioOnkay.

[pdTa kon devTEPN GO GVALOYNG OEOOUEVOV

H moAvteyvikn ool meptiapfavel mévie oyoAES Kol po omd avTég eivor 1
Apyrtektovikn. ‘Exet mévte (5) topeic kot pa (1) BpAiodnim kot e&ummpetet 1655
TPOTTLYLOKOVG POITNTES, 112 petamtuyiokovg Kot 96 axadnpaikovs. H
napatnpnon EAaPe xdpa 0Vo (2) dpec ava nuépa yuo téccepis (4) efoouddec. O
gpevvNTNG mpe cuvEVTEVEN and Tévte (5) PiAoOnrovopovg, dmdeka (12)
eorttég ko 0éka (10) akadnuatkong

H oyoin g ®rhocoikng meptrappavel oxto (8) tunpoto. To tunuo dloroyiog
&xer 4 PrpArodnieg ko kadvmtet Tpelg (3) Oepatikovg topeic. H Mecawmvikn kot
Néwv EAnvikov orovdov Biiodnin elvar o amd avtég ko eEummpetel 1854
TPOTTUYLOKOVG POITNTES, 35 (125) AapPdvovteg petamntuylokn eknaidgvon kot 28
(76) axadnuaikonvg. Ot ypnoteg Ho pmopoHGay Vo YPNCILOTOI|COVYV OTOLUONTTOTE
amo Tic Piprodnkes. H mapathpnon nepiéhafe 600 (2) opeg avd nuépa

276



napatnpnon yo téocepis (4) efdopdodes. O epguvntng Tpe GLVEVTEVEN OO TEVTE
(5) PpA0ONKovOHOLG Ko €61 (6) akadnuaikovg kat oéka (10) portntéc. EmmAéov
évav (1) Bpiobnkovopo and tig dAleg PipAodnkeg kot dvo (2) Bpiodnkovopovg
and v Bepatikn PPiodnKn Tpokepévon va oAokAnpmbel 1 ekdva Twv
YPNOTAOV EMELDN LANPYE N SVVATOTNTA VO TIG YPTCLLOTOLOVV.

Ot AepmviKég cuVEVTEDEELG TPOKELTOL VAL EIVOL TO TEAEVTOLO HEPOG TG GLAALOYNG
OEOOUEVOV LE TOVG OKAOTULATKOVG Kol 0TO TIG OVO GYOAEC. AVTH 1 PAGT GLAAOYNG
dedopévmv Ba Tpoomadncel va @Ticel TV eKTAdeLTIKN dtadikacio oty EAAGSa
Kol T StadKacio TG SdacKaAlNG Kol TG ekuddnong.

Ipokotopktira amoteléouata

Méypt onpepa £govv TparyaTomotOnKoy dVo PAGES GLALOYNG dedopévmv. H pev
npm1n, T0 POvOTWpOo ToL 2003, pE mieomn ypdvov Ady® TG anepyiog TV
aKadNUATK®OV yio dvo punves. H anepyla giye enidpaon 610 KOvVOVIKO akodnUoiko
€106 OMMG MO G GE POUTNTEG KO OKAON LLATKOVS. AGKNOE EMiOpOCT O
Aertovpyia TV BPAodnkodv Kot tov Tpdmo mov vrootnpiydnkav o yprotec. H o¢
devtepn pdom mpaypatonomOnke v Avoign tov 2004. Ta mpokaTopkTkKd
ATOTEAECLOTO PEYPL TOPO LTOPOVV VO GLVOYIGTOVV GTA EENG:

Ot EIS elvan d100éo1uec 6TOUG OITNTEG TG APYLTEKTOVIKTG KUPIMG 0N
BBAoONKN Kot 6Ta EpYASTHPLO AALG TIG XPTOLLUOTOLOVY GYEDOV OTOKAEIGTIKA
oV BpAobnkn. Mropodv va tig ypnoyonotcovy emmpdcsdeta and 10 omitt
TOVG OAAG dEV £XOVV OAOL LTOAOYIOTEG M TIG YVMGELS VO, TO KAVOLV.

O1 EIS g ®1horoyikng ooAng etvat S1a0€611EG GTOVG POITNTES KLPIWS 61N
BpAoONKN. Mrmopohv va Tig ypnoiporotcovy emmnpoOcheta omd To GmitTL TOVG
OALG deV EYOVV OAOL VTTOAOYIGTES 1] KO TG YVAOOELS VAL TO KAVOLV.

Ot axadnpaikoi £xovv TpdcPacn amd Ta ypapeio TOVG Kot To onitt Tovg. Ot pev
™G APYLTEKTOVIKNG £X0VV OAOL NAEKTPOVIKOVG VITOAOYIGTEG EVA GTOVLS KON YNTEG
g Prhoroyiag vanpyay Kamolol Tov dev dEbeTaY 6TO Ypapeio Tovg.

Ot eoutNTEG TIC YPNOLOTOLOVV Y1 EPYACIES.

Ot axadnuaikol ypnoomoovy Ti¢ EIS yuo va vrostpi&ovv axadnpaikég
gpyacieg KaOMG Kot To LobnpaTo TOVG.

Ot portntéc dev etvarn Wwaitepa e&okeiwpévor pe tic EIS pe e€aipeon tov
KATAAOYO 0TV ApYITeKTOVIKT v 611 D1AoAoyio TPOTIHOVV VA YPNCLULOTOM GOV
TOV KOTAAOYO KAPTOV OVTi TOV DITOAOYLIGTN.

Kot ot porntég ko ot axadnpaikoi gaivovtat va otepovvtal Tig SeE10TNTES
xpPNoNg TeXvoroyiog kot Tig de&10TNTES avalTNoNG TANPOPOPLAV.

Ot xpNoTES POivOVTOL VO TPOTLLOVV TN XPNOT TOV AladtKTOOL VTl TNG
otoceAidog TG PiPAodnkng Yo va Bpovv Tic mAnpoopieg mov yperdlovtot Kot
VoL TETVYOLV TO GTOYO TOVC.

O ypnotec ot PpAodnKn g ApyiteKToVIKNG ¥pNnoiorotovy Tig EIS
nePLocOTEPO amd TOVG Y¥pNoTeS oty PiPAodnkn g Orioroyiag.

T émeTon

Ta emdpeva Prpota meprroppdvouv:

[Ipaypotonoinon TWAEQPOVIKOV GLUVEVTELEE®V

ATopayvntoe®vnon VE®V cUVEVTELEEMV

Avalvon vEmV oTolyElmV Kot EVOMUIATMOOT TOVS e To, 10N VITdpyovTa dedopéva
Suvéyon g PBAOYPaQIKNG avacKOTong 060 apopd TNV Bepatiky meploym
KaOdG Kot T sVYYpoveS LeBddoVG Epevvag
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10.
11.

12.
13.

14.

15.

16.

17.

18.

19.

20.

21.

22.

Kotdption povtéAmv cupmeptpopds xpnoTodv KOTE TNV ovAKTNoN TOV
TANPOPOPLOV OTIG EAAMNVIKEC TOVETIOTNOKES BLA100NKEC.

Anpovpyia evdg povtéhov yuo ) xpnon v EIS amd tovg portntég kKot toug
KOO UATKOVG 6TV EAANVIKY TprtoPfddua ekmaidevon.

2Hvtaén Kot TopovsiosT) TV GUUTEPAGUATOV.
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O teyvoroyikég e£eMEELS Kat 01 SLVOTOTNTES TTOL TPOCPEPOVY OTMG EIVAL YVMOGTO
EXOVV EMLPEPEL CNUOVTIKES OALOYEC OTNV AEITOVPYia KoL TNV Opdon TV
BiBAodnkav. Idwitepa o1 mavemotnuiokés PiAodnKkeg Tov eEumnpeTovv Kot
Voo TNPILOVY TNV EPEVVNTIKT KO YEVIKE TNV TAVETIGTNUIOKY] KOWVOTNTO. 26
ATOTEAEC O, TV SEBVOV pa Kot TOTIK®V eMEemv ot BipAtodnkeg avontucoovy
VEEC VINPEGIES, ONUOVPYOVV IGTOGEMOES Kol TPOGPEPOVY TANBOC vInpecidy. O
TpoPAnuatiopds TG Epevvag anTnG opiletal 6To KT TOGO Ol LEYPL TP
TPOGPEPOUEVEG NAEKTPOVIKES VIINPEGIEC EMTELOVY TOV GTOYOG .

21006 Aowmdv TG £pevvog givat: "va TPOGOIOPIOTEL 1) EKTOLOEVTIKT] O10OTKAGTOL
OTO EAMNVIKE TOVETIGTI O KOL Ol OTOLTHOELG TTOV £XEL GE GXECN LE T YPNOT| TOV
EIS." Mg Bdon ta amoteléopota tng Oa emdiwybel va mapaybel Eva mAaiclo yia
™ xpron Tov EIS amd toug go1tnTéC Kot Toug aKadNUOTKOVG GTNV EAANVIKY|
tprrofdOpia ekmaidevon. O otdY0c avTog ol amoTeEAESEL TV TEAKN TNG PAOT).

®Yon ¢ Epevvag Ko dgiypo

H épevva etvar mototikn ko 1 Oewpntikn mpocéyyion epunvevtikn. H mototikn
pebBodoroyia Bempeitar o kaAOTEPOG TPOTOG vat yivel pia o€ BAB0GC, emkevTpOUET
070 ¥pNoTN £peuva. ATOGKOTEL GTO VO TPOGIOPICEL TOVG KOGLOVG TOV ATOUMY
Kot vo gpevvnoet o€ BaBog to eEgtaldpevo TAaiolo TPOKEWEVOL va emttevydel o
Ba&Bog N katavoémon tov. O To10TIKOG EPELVNTNG TPETEL VO, KATAAAPEL ‘TIC
ovvOeteg aAnAeEaptnoelg petalld dAwv 6cmv cupfaivovy kot va pmopet va
QOTICEL TNV EPELVA LLE TN YPNOLOTOINGT TNG AEXTOUEPNC TTEPLYPOUPNS, “TNG
EUTELPIKNG KATAVONONG, KO “TOV TOAAATA®V Tpaypoatikotitov . H
EMGTNUOAOYIO TNG TOLOTIKNG £PEVVOG EIVOIL LITOPKTY KO SOUGTIKT KOl OTTMOS O
Stake vroopilet (p43): "to @avopeva cuoyeTilovTal TEPITAOKA LEGH TOAAGDY
TAVTOYPOVOV EVEPYELDY KOL TO VO T KOTAAAPEL KATO10G amontel va eEeTaoTel Eva
gvpY TAAIG10: YPOVIKO Kot Y®PIKA, 16TOPIKO, TOATIKO, OIKOVOULKO, TOAMTIGTIKO,
KOWViko kot Tpocomikd." H olotiky] pnéBodog perétng mepintwong
YPNOLOTOIEITOL TTPOKELEVOL VO vITosTnPLyOel avTh 1 Epgvva.

H dwdikacio GuArloyng dedopévmv £xet oAokAnpwbel Kot 1 avaAivon ctotyeimv
&xel ohokAnpwBel. H épevva oyediaotnke og entd otadin: BipAoypagikn
EMGKONNOT Kol GYESUG OGS EPEVLVAS, GLALOYT OEOOUEVAV, TPADTOC KOKAOG TNG
avaAvong, Oe0TEPN PAGT GLALOYNG OEOOUEVMV, OEVTEPOS KVKAOG TNG aVAALOTG,
TPt AN GLALOYNG OEOOUEVOV KOt TEMKT avAALGT).

H cuvévtenén kot 1 Slokprtikn topatnpnomn eivat ot Texvikég GLAALOYNG
OEOOUEVOV IOV YPNOLUOTOONKAY TPOKEEVOL Va. epevvnOel 1 oyéomn HeTOED TV
LEPOV TOL OELYHOTOS KOl VO TAPEYOLV TIG TEPLYPAUPES TOV GLUUETEYOVTOV. Katd
OULVETELD, AETTOUEPMG TO EPYAAELD TTOV YPNGLOTOOVVTOL Evor TaL okOAoVO:  G€
Baboc ovvevtediers, onueiwaoeis mopatipnons kozo v ypnon EIS, enueicoeis
TOPOTHPNONG, EVA OPYELO EPWTNTEDV KO THAEQPWVIKES TOVEVTEDLELS.

Qg medio Epevvag kabopiotnkay ot fifAodnkeg: o) g ApyitekToviKng Ka t B)Tmv
Mecarovik®v kot Néov EAANvikov Znovddv g D1IA0A0YIKNG OXOANG. ZKOTIUO
detypa €xel emleytel emiong wote va mapayBel  moAvTiun evpvtta. To detypa
TOV CUUUETEYOVTOV TTepAapfavovtat: eottntés, PiAtodnkovopot kot Loviovg
KOO LLATKOT.
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[eprypo@n TOV 600 TEPTTAOGEOV EPEVVUS

H xafiépwon tov mavemiompiov @ecoalovikng, OmmG 10 dEVTEPO EAANVIKO
TOVETIGTHUL0, VOpoOeTOnKe Bacel Tov vopov 3341/1925. Xtig 11 Ioviiov 1927
onuootevnke 1o Ipoedpkd Adtayua "Ilepi cvotdoemg g PpA0ONKNG TOV
[Movemotov Osocarovikng ". H BiAodnkn dpyioe ) Aettovpyia Tng ota €A
10 1927, 610 106Y€10 TOL TOAOMOV KTIPiov TS D1AocoPIKnG 6YoAns. Toavtoypova
TOAAEG dAAEC VIMPEGLOKES PIPAOONKES AVOTTVGGOVY OPAGTNPLOTNTEG GTO
navemomuo Aristoteles. Xyeddv kabe tunpa £xet ™ PpAI0ONKN TOL EVD HEPIKES
(POPES VTLAPYOVY TEPLGGOTEPES TNG Ui 6€ KABe Eva. Avtég ot BifAodnkeg dpyioov
WG UIKPA EPYOOTNHPL LE T £YYPOPO. KOt GVYYPALpATO ToV o pmopodsay va
VTOGTNPIEOVY TO GEUIVAPLOL. XTAGIOKA Ol OTTOLTHOELS TMV GYOADMV HEYAADGOV KOt
ta petétpeyav o€ Pipiodnkes. Oheg avtég ot fipAobnkeg cuvdéovion AUECH e
™V Kevrpikn PiPriodnkn mov mhéov oteydleTol o€ KTIPlo 6TO KEVTPO GYEGOV TOL
TOVETIGTNUIOV Kot AELTOVPYOHV GYEOOV GUUP®VA LE TOVG {010V KAVOVES, £XOVV
™V 010 TOAMTIKY.

Zuykekpyéva, onpepa to mavemioto Aristoteles @scoarovikng éxet 10 oxorés
o€ Agttovpyia, ot omoieg mepthapPdvovy 44 tunuata. ® Y& a6 10 TOVETIGTI L0
VIapyeL N KeVIPK PiAtodnkn ko 38 vnpectaxéc PifAtodnkes.

Xviloyr) dgdopuévev

H moAvteyvikn ool meptiapfavel mévie oyoAEC Kat puo omd auTég stvor m
Apyrtextovikn. Eyel mévte (5) topeic ko po (1) Prprirodnim ko eummpetel 1655
TPOTTVYLOKOVS PO1TNTES, 112 petamtuyiakois kot 96 akadonpoikovc. H
napatnpnon élofe yodpa 600 (2) dpeg avd nuépa ya téocepis (4) efdoupdoss. O
epeLVNTNG TNPe cLVEVTELEN amd Ttévte (5) PAtoOnkovopovg, dmoeka (11)
eoltnTég kot 0éka (20) akadnpaikons.

H oyoAn g @hocoikng mepthappdavel oxto (8) tuuata. To tpunqpo G1loloyiog
&xel 4 PpArodnkeg ko kalvmrel Tpelg (3) Bepatikovg topeis. H Mecsamvikn| ko
Néwv EAAnvikev omovdmv BifAtodnin sivar pia and owtég kKo e&unmpetel 1854
TPOTTVYLOKOVS Po1TNTES, 35 (125) Aappdvovteg petamtuylokn ekmaidevon Ko 28
(76) axadnuaikovg. Ot ypnotes o LmopovoaY Vo ¥PNGULOTO|COVY OTOLUONTOTE
and 116 Pprodnkes. H mapatmpnon nepiérafe Vo (2) dpeg ava nuépa
napatnpnon yo téocepis (4) efdopdoss. O epeuvntng TPe GLVEVTEVEN OO TEVTE
(5) PpAoONKovopovg Ko €61 (12) axadnuaikodg kot oéka (10) portntéc.
Emumiéov évav (1) Biprlrodnkovopo amd tig aiieg Pipiodnkeg kot 6vo (2)
BipAtoOnkovopovg amd v véa ‘Bepatikn PAodnNKn’ mov priolevel Ta mePL0OKA
NG PLAOCOPIKNG TPOKEYUEVOD VAL OALOKANP®OEL 1) EIKOVA TOV XPNOTOV EXELN
VINPYE M OLVATOTNTA VAL TIC YPNOHLOTOOVY. O EPEVVITAG TAPATNPNOE TO YDOPO
avTd dV0 OPES Yo 3 NUEPEC.

1.1.1 Tlepintmwon pa: ‘Apyrtektoviky’

H B1probnkn mapéyel otoug yprioteg entd (7) PC kan 600 (2) amd avtovg Exovv
npodcPacn oy wotoceAida TG PPAI0ONKNG YEVIKAE TOVE VITOAOUTOVG LITAPYEL
TEPLOPIOUOG 0TIV TPOSPaoT) Kol GLVOEEL TO PO amevbeiog e TOV KATAAOYO.
Y7rdpyel epyactiplo TURUATOG Le elKoottécoepa (24) PC aAld dmdeka (12) éxouvv
TPOcPacn 610 AldiKTVLO EVA TO OWUATIO OEGUEVETOL Y10, GEUVAPLO TTOAAEG DPES
Kabnuepvd. Avtd 1o epyactiplo mapatnpridnke 1 dpa kabnuepva yio pio

* HTTP:// www. auth. GR
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efdopdda Ko Kavévag dev ypnoipomoince 1otoceridog g Piprodnkne. H dtomn
cuvopAio e To vTeHBLVVO TPocWTIKO GE ATV TNV TEPLoYN emPePainaoe OTL 01
¥PNOTES PPAOONKOV dEV YPNOUOTOOVY QLTO TO YDPO Y10, VO LITOVV GTNV
BBAoOnK.

Axaodnuairxoi

To akadnuaikd detypo KOADTTEL TOGOVG AKAOTLLATKOVG OGOL NTaV dLVATO GE
eKelvn TNV YPOVIKN TEPI0d0 DOTE va emtevyOel 0 TAEOVAGHOS TANpOPOpLOY. O
epeuvnmc (noe amd tovg PPAoONKovOOG V. TOL TOVV TTO101 OO TOVG

KOO UOTKOVG XPNOHOTO00V TN PIPA0ONKN Kot £X0VV KATOL0 ETOPY| LLE TOVG
BipAtoOnkovopovs. H mapovoa and@acn AqeonKe eneidn 0 TpmdTOG TOAD
TPOBLIOG aKAdLLATKOG TOV 0TTOT0 0 EPELVNTNG TPOSTAONGE VO TAPEL GUVEVTEVEN
dev elye omoladNmoTe EMaPn pe TN PPAI0ONKN Katl 1) GLVEVTEVEN NTOV OVETLTUYTG.
“Etot petd amd exeivn v eunepio OempnOnke xprioipo va ndpet cuvévtevén and
avBpdmovg Tov ypnoiponooHy ™ PiPAodkn. Ot ifAodnkdpiot epodiacav tov
gPELVNTA LE TOV KATALOYO aKadnuaikadv. To telkd deiypa amoteleitol amd dHo
GUUUETEYOVTEG - £VOG AVOPAG KOt it yuvaika - arnd v kéOe Oepaticn tepoyn. H
010 ToATiKN {oyVoE TNV TNAE-CLVEVTEVED emiong.

Bifio0nxapion

O)o 1o Tpocwmikd ™G PLPA0ONKNG o TG dEYTNKE Kot £dwTE GLVEVTEVET. AVO
a6 Tovg PrpArodnkovopovg etvat pOVIHO Tpocmmikd kot £vos BiAtodnikovopog e
ocvupaot, Ho oTovdAcTPLO GE TPOKTIKY GOKNOT KO L0 GTOVIACTPLN GTO TTVYIO0
Le GUUPOCT TEPLOPIGUEVOV MPDV.

2ToV0006TES

To detypa tov eortNTdV KOAOTTEL TOLS GTOVOUCTES 0V0 GLUUETEXOVTES ad KAOE
£1oc-éva ayopt Ko £vo Kopitotl. Ocov apopd To HETOTTUYIOKO EMITESO Lo
oLVEVTEVET (ayOpL) EMEON O EPEVYNTIG OEV GLVAVINGE GTOLO TOL VO
OVTOTOKPIVETOL GTO KPLTPLOL KATA TOV YPOVO TNG EPELVAG.

1.1.2 TIepintmon 6vo

Ynrdpyovv dvo (2) dwabéoipua PC ot Ppiobnkn ympic eykatactdosilg mpdsPfaong
010 Ad1kTH0. Agv glvar €DKOAOL G ¥PNoT EMEWN givor Tohotol Kot oL YpoTEG
UTOPOVV LOVO VO YPNOLLOTO|COVV TOV G€ omevfeiog ochvoeoT KaTAAOYO. TNV
010 TEpLOYN LILAPYEL EVOS KATAAOYOG KOPTDOV KoL Ol XPNOTES LTOPOVV VoL £XOVV
npdcPacmn otig TANpopopiec pEc® tov. To Tunua Exet Eva epyacTPLO EOIKE Yo
TOVG LETATTLYLOKOVG OOV LITdpyoLV okT® (8) drabéciua PC pe v mpodcPaon
070 O01001KTLO. O1 YPNOTEC LTOPOVV VA TOVG YPNCYLOTOMGOVY aPoV KAEIVOLY
pavtefov. H aiBovoa ntav elebBepng mpodcfacng kabnueptvd aAld emeldn
avTipetonilovy TeXVIKA TpofANaTa TNV TEPLOPLoAY. YTAPYEL EVOL AALO
EPYACTNPLO Y10 TOVS TPOTTLYLUKOVG POITNTEG Le elkoot mévte (25) PC aAld avti
aiBovoa ypnoyomolEiTaL Y10 EKTOOEVTIKOVG AOYOLG.

H kevtpn BipAodnin aropdoioe Ty avantuln pog vEag vanpeciog
BpAoOINKOV o€ Eva YOPLoTO YOPO OTMS NON OVOPEP® e 6TOYO Vo praiocevnBovy
T0 TEPLOOIKA OAW®V TV TUNUATOV TG oxoAns. Exetl 6éka (10) PC. Ora &xovv
npdcPacn oto dradiktvo. Avtég o1 vVINpesieg eivan drabéoipeg 6 GAOVE TOLG
OTOVOAGTEG KO TOVG AKOONUATKOVG TOL TUNUATOV THG PIAOGOQIKNG oYoANG. H
BiprodNKn kdtw amd Tig KAaocouég omovdég éxet €1 (6) PC kot évav katdAoyo
KOPTOV O1BEGIHO0 GTOV 1010 Y®dPO evd otV teAevtaio PiAodnkm - TAwooikég
omovdEG vITdpyovy dVo (2) PC kot évag KatdAoyog kaptdv tdil 6Tov idto yopo. O
EPEVVNTIG OVTILETOTICE TPOLYUOTIKG TO TPOPAN A TNG LE XPNONG TOV
VTOAOYLGT®V 1 TNV OTAvVia o€ OAEG TIG PiAoONKeg eKTOG amd TN véa OTTOL o1
OTOVOAGTEG TPOEPYOVTAL atd dtapopa Tufpata tg Prhocoeikng oyoins. Ot
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YPNOTEG GE QTN TEPIMTMOOT UTOPOVV VO YPTGLULOTOMGOVV OTOLUONTOTE A0 TIG
técoepic PipModnKec mov givor dabéotueg.

Axaonuaixoi

To detypa mepthapPdvel 600 cVUUETEXOV-EVOY GVOPO KoL [0 YOVOIKO - atO TV
ké0e Bepotikn meproyn. To 1010 1oyvEL Kat Yo TO STy TV THAEQOVIKOV
oLVEVTELEEMV.

BifioOnxapion

O gpevvnmc mpe cLVEVTELEN 0md OAO TO UOVIHLO KOl CUUPACEDY TPOCOTIKO TOV
epyalovrol 1o Tpmi enedn awtoi Tov epydlovtal To Ppadv elvar Kupime @ortnTég
o€ TPokKTIK. To HEPOC avTd TG NUEPAG dEV EXEL 1d1aiTEPA XPNOTES KoL Oev Oa
UTOPOVGOV VO dMCOVV TEPIGGOTEPEG TANPOPOPIES Y10 TN AELTOLPYIN TNG
BBrodNKNe. Téooepic amd Tovg PPAoONKOVOIOVG Elval LOVILO TPOCHOTIKO Kol
Kdmotot etvat Tpoowpvd TPOowTIKO ToL Kiveital mpog tn PiPAodnkn and pia
GAAN B€om. Avo and Tovg PiAodnkovoovg Elvar TTVYL0VYOL GYOANG
Bihobnkovopiag.

Av16 10 detypa epmiovtiletar amd T1g cLuveVTELEELS Ao TIG AALES TPELG
BipAodnkeg dmov cvppetéyovy oto detypa mTuyovyol BifAobnkovopios.
2movdaoctéc

To detypa portntov cupmeptAapfavel 000 GUUUETEXOVTES Yo KAOE £TOC-Eval aryOpL
Kol éva kopitotl. To eninedo TV PETATTUYIOKAOV GUUUETEYOLV £val ayOPL Kot £Vl
KopitoL.

ANAAYZH

Avt 1 €peuva Tapovctdlet TIG VO TEPIMTAGELS YWPLOTA EMELON OEV VIAPYEL
kapio tpodBeon cvykpiong. Eneényel 1o mepiexdpevo epeuvntik®dv topémv HEcw
TOV TPLOV KATYOPLOV OEYUATOV. AVTY| 1] §pELVa EIVOL ETIKEVTPOUEVT] GTO
YPNOTN KOl 1 AVAALGT GTOLXEIMV GTPEPETAL GTO YPNOTN KOt TIG ovayKeg Toug. H
dwdkacio avéivong eival Baciopévn ota ototyeio Tov cvppetexdviov. Ot
T1é€60ep1g OePATIKEG EVOTNTEG TTOL £YOVV TPOKVYEL OO T, dEdOUEVA ETvat: TO
EKTTOLOEVTIKO GUOTNLA, 1] SOEGILOTITO TOV VINPESLOV KOl 0L SEEIOTNTES TOV
YPNOTOV.

Exmoidevtid cvomuoa

Ap1ITEKTOVIKT

Axaonuairol

Koatd poptopio tov axadnpoik®y ot ortnTég oTn oYoAN TG APYITEKTOVIKNG KT
TOL TPMTO, £TT) POITNONG TOVG OEV £XOVV £pYaciec. Xe peyahdtepa €11 Kévouv
Kamoleg epyacieg 5-10 oceAldmv ko mévta eEaptdTon amd To padnua. Yrapyet
JPOPA GTIG AMALTNGELG TOV £YOVV A0 TOVS POLTNTEG OGOV APopd To. BE@PNTIKA
KOl TO TPOKTIKG podnuata 6ov ol epyascies £X0VV TPAKTIKO YOpaKTPO dNANOT
etvat o010 kTA. Ot epyacieg oe Oempnticd podfpoata dev eivar apKeTES Yo vaL
KATOYLPMOGOVY TO Habnua. Oo Tpémet ta TodLd va 0covy e£€TAGELS 6TO TEAOG
TOV €EQUNVOV. ZNUOVTIKO POLO KATEYEL OTIG GTOVOEG TOVG 1 SUTAMUATIKY EpYOCTioL
OV VITOYPEMVOVTOL VO KAVOLV GTO TEAOG TV GTOVOMV TOVG,.

Ta padnuata eivor Bempntikd Kot epyostnplokd . YTapyovv ToAAG Lobpato Kot
01 POUTNTEG OEV UTOPOVV VO, TPOY®PNCOVV G€ PeYdAo Pdog edkd ot BewpnTIKA.
O portég mapakorlovBohv daAEEELS, oepvapla Kol Exouy epyactipla. Agv
napéyovv Aloteg PiAloypapiog 6ToVg oITNTES 0TV TOVG CNTOLV VO KAVOLV
gpyaciec. Or ortnTég voYPE®@VOVTAL Vo, YAEOVV amd POVOL TOVE TOH UITOPOVV Vi
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Bpovv TAnpoopies. 'Evag cuppetéyovtag povov gine 0t £dwoe Pipitoypopio
GTOVG (POLTNTEG Y10 VO OLOKANPDOGOVV EVal LAOTLLOL.

Dortntég

EmiPepordvovy 6t1 dgv vapyovv epyacieg 6T TPAOTA YPOVIC EVO KO QLTEG TOV
Kévouv g0elovTikd ota emdpeva £t dev gival peyding éktaong. Ot epyacieg tv
EPYOUOTNPLOKOV HLoONUATOV elval TPaKTIKEG Kot Oev amottovv v ypnon EIS g
BpAodONKNg. Yrhpyet capeig dtoxwpiopds 6TIG ATUITNOELS TOV BEPNTIKOV Kot
TPOKTIKOV padnuatov. Télog emPePaidvouy Kot Tov pOAO TG OITAMUOTIKNG
epyaciag Tov £(0VV 6T0 TEAOG TMV GTOVIMV TOVG.

Maptopodv 61t Ta 500 TPdTA YPdVIa TapakoAovBovy kuping dtarécels. H
OGLUUETOYN OTN dacKaAla etvar Alyn. Znv 1dikevon petd oto Tpito £10¢ Tal
TPAYLOTO SLOPOPOTOLOVVTOL EYOVV HUEYOADTEPES OMOLTIGELS A0 AL TOVS KO
ATOLTOVV TEPLGGOTEPT cuppetoyn. Portntig pe AMota mov £0waoe GLVEVTELEN GTOV
gpeuvnT vVTooTNPilel 0Tl GYEdOV TAVTa OTOV EXEL KATOLN Epyacio OV €xel
Biproypaeio mapd povo éva BEpa e To omoio Yayvel 6Tov KOTAAOYO Vo Bpet
mAnpoeopiec. Ot cuppetéyovteg emPepfaidvouy 6TL dev Exovv PifAtoypagia Kot
TPEMEL VAL YAEOLV LOVOL TOVG.

BiAoOnkovopot

O1 BproBnkovopot Aéve mmg amd avTd ToL ToVg {NTOVV O POITNTES PaivovTal Vo
Kévouv Kdmoleg epyacieg Oyt peyding éxtaong. Ot portntég £pyovral yia Epevva
o115 EIS ota televtaia ypdvia TV 6movddv Toug 6Ty mEPI0d0 oV KAVOLV TV
SUTA®UOTIKTY TOVG EPYOCIaL.

AwBeopdtTa

Axaonuairol

XpnowonowoHv EIS ota ypageio 6To0¢ 610 OTitTt 1] Ko KATOEG POPEG OTNV
BBrodNKn. Kupiwg kbvouv Tig €peuveg 6TOVG GTO YPAPELD TOVG EVM KATO10L TIG
YPNOUOTO0VV GE EKTACT] KOl 6TO OTiTl. TO TOVETIGTIO TapEYEL Y10, GAOVG
oLVdEDN dwPedV 610 d1diKTVO b TO oTtitt apKel va £l TOV AvOAOYO EEOTAMGLO
Kol uropet va £xel mpocPaon pe Kowdwod tov mavemotnuiov. H tpdsPaocn and to
onitt givan oxeTiKd €0KOAT. Ymhpyetl peydrog aptOudg ypappdv mov gival
dwBéopeg aAld o1 ypnoteg eivol TOALOT KOt OEV HITOPOVV VO, UTOVV HEGH TOV
TOVETIGTH IOV TAVTA EDKOAN. AVAQEPAV OTL TOPO TO TOVETIGTILO AVEAVEL TIC
YPOUUES TOV Ko T Tpdrypata Oa givor kaAvtepa. Kdmolol cuvédecsav v evkoiia
TPOGPACNS LLE TNV TOLOTNTO TOV UNYAVILATOV 1) TNG TNAEPOVIKIS Ypapuns. O
KATAAOYOC TOpovctalel cuyva TpofAnuota cuotiuatoc. Exovv mapatnprost kot
TPOPANUa 6T amoTEAEG AT EpELVAV. TELOG TO cVGTNA £Vl TEGUEVO KATOLEG
(POpPEG.

Dortntés

Ot potntég ypnoonoovy EIS oty PifAiodnkn kot oto omitt kdmolo, eva &vag
avépepe 0Tt oTig ypnoonotel kot oto CAD. 'Evag amd toug cuppetéyovteg
vrootnpilel OTL TIG ¥PNOIUOTOLEL TO YpOPEio TOV KAOMDC ivar portnTNG o€
ddaktopkd kan epydletarl oto mavemomo. Eniong coppetéyovrag xwpig
VIOAOYIOTN GTO GTHTL AVOQEPEL OTL TIG YpMoomotel kot and internet café. H
oLVOEDN GTO OTitL OeV €lval Kol TOGO KA KoL ypryopm. Agv £xouv AAA®GTE OAOL
VTOAOYLOTH GTO GTITL KOl OTOV £XOVV OEV UTAIVOLV UE LEYAAT EVKOALN GE GTIYUEG
aLUNG. ZUHUETEYOVTAG LTOGTNPILEL OTL dev elvarl Kot TOGO KOKT| 1] cHVOEST Kot OTL
eCaptdror omd TV To1dTNTA TOL EEOMTMGHOVD.

Biflio0nxoviuor
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[IpdoPaom yro GAOVG HECH TOVETIGTNIOV Kol ad TO OTiTl. Y TAPYOVV VIINPECIES
7oV glval O10EGIIES LOVOV EVTOC TAVETIGTI IOV KOl Ol OTTOIEC TPOKELTUL VAL
dtatebovv kot ektoG. Ot portnTég {nTovv TANpoPopies Yo TPy HaTa TOV EXOVV
Bpet 010 Ydpo T1c PPA0OKNC N Kot Kapio opd Epyoviat e POTOTLTEG 0T TO
omitt 1] GAAeg PBPAodnkeg. Avalrtnon kdvovv pécm PiAtodnKng kot avtol Tov
TapakoAovBovv Ta padnuata dev £xovv ¥pdvo vo acyoAnBovv amd To oTiTL.

Yrdpyet Evo cvotnua eEAEYyov TpdcPacng 6cov agopd tig EIS mov
npooeyyilovv. Apeco UIopovy vo YpNCILOTO GOV Hovo Tov KatdAoyo. Tig
vnoérouteg EIS mpémetl va tovg 000l évag Kmdtkds. Avtd €xet yivel amd Tovg
BiBAtoOnKovopovg Yo v unyv pmaivouv aveEELeYKTo 6To S1001KTHO aTd TOVG
VIOAOYIGTEG TNG PAodNKNG. Ydpyovv kamota TeXVIKA TPOoPALLOTO TOV
eUTOOILOVV TNV OLOAT AEITOVPYIN TOV VINPECIOV OTTMS ival TPOoPANLOTA TOV
{010V TOV GLGTHATOG N} TPOPAN AT TTOV ALPOPOVV KAl TA GLUPOAALL TTOV EXOVV
yiver pe toug TpounBevtéc tov EIS. Emiong avapépnke oti vrdpyet TpdPfanua
NAEKTPOOATNONG TOV KTIPIOL TO 0Moi0 EMOPE TNV OLOAN AgtTovpyia TV
vanpectdv. TELog ot BifAiodnKovopotl avEépepay TPOPANLATO TTOV APOPOLY TNV
dopn| Tov 1010V oV KataAdyov. Ydpyetl advvapio yEPIGUOL TG EAANVIKNG
YADGGOG OTMG Ko GTNV ayYAIKT KATOlEG POpES. Agv KAVEL Epgvva 6E EAMANVIKE
Mupoto ARG amAd To YEL KAVEL EVPETNPLL YU aVTO Kot OgV Eivar Tavtal
Aertovpykds. Xpnowomroteital 1 evioan Browse.

AeELOTNTEG XPNONG NAEKTPOVIK®OV VITOAOYIGTAOV

Axaonuairol

O ypioteg givar emPLAOKTIKOT GTOV TPOGOOPIoUO TOV 00T T®V TOLG. O1 1d101
TOPATNPOVV Y1 TOV EAVTO TOLS TPOPANLLATA TTOV OPEIAOVTOL GTNV NALKIO TOVG Ko
dev katEYoLV TIg 0e&1otnTeg oL B Empene. Milmvtog ywo EIS ftav avamdpevukto
Vo avapEpovy atstnuata duoeopiog 1 Kot OOV Y10 TOVG VITOAOYIGTES KO VAL
VoG TNPIEOVY OTL TPOTIUOVV TIG EVTVTIEG TINYES TANPOPOpiag. BEPara vdpyovv
Kol KATO101 TOV YPNGLUOTO0VY VITOAOYIOTEG 1) Kot EIS  adAdd kévovtag Pacikég
gpyaciec. Ao TV GAAN LIAPYEL KOL L0 OLAD0 OKAOTLOTKMV TOL Voo TN pilovy
OO KOl NAEKTPOVIKA pafnpata kot Bepovv 0Tt dev UTOPOVV VO SOVAEYOLV
yopic vroroyiotég kKo EIS. Ta tovg portmtég motevovy 6Tt givait EDKOAOTEPO VoL
péBovv va enkovovoviy Kot vo, SOVAELOLV e LToAoYoTY|. [TicTevoVY TG
UTOPOVV Kot £X0VV TIS 0eE10TNTES YPTONS NAEKTPOVIKDOV VITOAOYIGTMV.
Xopoakmnplotikd £vag avagépel 6Tt 0 VTOAOYIGTYG Eivat HEGA GTNV AOYIKY| TOVG.
Dortntég

Ynootpilovv moArol amd avtovg Ot yvmpilovy mTmg va YEPLETOVV EvVav
vroAoylot. Kémorotl BéPara dev vimbBovv apketd e£otkeltowpévol kot poAoTo
oty yia cuvarcsOnpata eofov. H otdon tovg dpmg dev mAncidletl v otdon
TV akadnuoikdv. Ot eortntég yvopilovy Ot Tpémet va £xouv deE10TNTES XPOTG
NAEKTPOVIKOV VITOAOYIGTMV Y10, VAL TPOLV TO TTTLYio Tovg. O TPOTOG TOL
pabaivouv givar povol tovg 1 péca 6to mavemiotio. Kdmotot avagépovy 6t
énabav KAmoleg GTOXEUDOELS 0eE1OTNTEG GTO GYOAEID 1| EYOVV TTAEL PPOVTIGTIPIO.
BifrioOnkovouor

Kot avtol kdvave pveio yio to B€pa g nlkiog Tov akadnpoikdv 660 Kot yio
ToVG 1010V¢ 650V aPopd Tic de&lotnTec. ['a Tovg YpNoTES elmay OTL £x0VV OPKETESG
JeE10TNTEG DGTE VO YPNCLOTONGOVY TO KATAAOYO YTl OV Umopohv Kot vol
KAVOLV OAADG apoD OEV UITOPOVV VO, EVTOTIGOVY TO LAIKS NG P1A10OnKNg Tapd
povo péo® avtov. Ymootnpilovv 0Tl oty apyn 6tov £pYOovTal Ol POITNTES

285



AvTILETOTILOVV KATOL0 TPOPALOTO Y1OTL SEV EXOVV YPTCLOTOMGEL TPV
VTOAOYIGTN aAAG e kKdmowa BorBeta ypiyopa pabaivouy va tov ypnoionotovyv. H
oOAN TOVG avaykalel va LdBovv ylotl ypnGILOTOOVY TPOYPAUUOTO GYESAGILOV
KTA GTO EPYAGTIPLO TOVC.

Epunveio ogdopuévav

Y1otyelo to omoio eppavifeTan oty épevva givar o Tapdyovrog nAtkiog. Ot
axoadnuaikol Tov givar peyddotl otnv nAikio £xovv SuoKoAleg GtV ypnon. Av
oKePTEL Kavelg OGS OTL TOAAOL 0O TOVG LOVIILOVS OKAOT LOTKOVE eivat peydlot
oV NAkia to TPOPANua givar Wiaitepa évtovo. To Bapog tng TpodOnong Kot
YPNOMNG TOV NAEKTPOVIKAOV VINPECIDOV TOV TOPEXEL TO TOVETICTIO TEPTEL GE
EKTOKTOVG KOl wpopicBiovg mov dev eivar kot wévto véotl. 1o onpeio avtd
(QOIVETOL TTMG 01 LINPEGIES AVTEG OEV Elvar SOLuVATOV Va YPNGILOTOMO0VV amd 10
KOPLO0 GO TOV OKAIILAIK®V TOVAXYIGTOV 6TO GUVOAO TOVG. Avtd Thavov va
Onpovpyel Kot pedLL OVTIGTAOTG GTNV ATOKTNON NAEKTPOVIKDV VINPEGLDV OTAV
ot 1101 Tov BewpPNTIKG TOVS Elval amapaitnTeg dev TIG ¥pnoorotovy. Ot vedtepol
vtV BEPara Atyo 1) TOAD TIG ¥PNGLOTOIOVV OUMG LE EMPLAAKTIKOTNTO TAPOAO
7oV M TpocPacn eivar apkeTn e&akorovBohv va vidBouvv mo otkeia pe v EvTumm
TANpoPoOpiaL.

O 1pdmog xpnomg Tovg e£0PTATOL A0 TIS AVAYKES TV XpNoT®V. O ¥pfoTEG OTNV
BBAoONKN TG APYITEKTOVIKNG GYOANG OEV £XOVV QVAYKT VO XPTCLOTO|GOVY
EIS xatd ta mpdTa xpoévia Twv 6Tovddv Toug OTav o1 Epyacieg Tovg gival e amAn
pope1). Ot vanpecieg AVTEC KAAOVVTOL VO KAADYOLV TTIO0 GOVOETEG OVAYKES TTOV
aQOPOVV EPELVNTIKES epyacies Kot Tpocéyyion Bepdtov oe faboc. Ot ottnTécg
OTOOOKA EEOTKEUDVOVTOL LLE TNV YPT|OT] VTOAOYIGTMV KO OTAV TOPOACTEL AvAyKn
11 Tpoceyyilovv. O porog ¢ PPAodNKNG o evepynTikég Lopeég ndnong Ba
umopovce va. givan kaoploTikog Kot 01 VINPESIES TNG VA ATOTEAOVY PBaciKo HECO
OAOKANPOGCTNG TOV GTOLOMV. ZNUOVTIKO £Ival Kot TO YEYOvOg OTL Ol LETATTLYLOKOT
QOUTNTEC QaiveTol VoL YpeLalovTol TEPIGGATEPO OVTEG TIG VTN PECIES.

Ta onpeia TpdsPaong dev propovv va BewpnBovv emapkn and TV GTIyUn mTov
o1 vnoida tovg yivovtor padnpata kot oty Piobnkn n tpoécPaocn ivar
TEPLOPIGUEVT] EKTOG TOL YEYOVOTOG OTL Elval Alyol TOL NYOVILOLTOL Y10l VOL KAADYOLV
TIG OVAYKEG TOGMV POLTNTAOV.

Exmodeutico cvotuo

duroroyia

Axoonuaixol

Agv givor o1 o1TNTEG LITOYPEMUEVOL VAL KAVOLV EPYAGTIES KATA TNV JEPKELD TOV
omovd®V TovG. Ot portntég eivat ToAlol omdTe eivan dvGKoAO va edeyyBohv. O
YOPOKTNPOG TOV MY®V PYACIOV OV €ival TETOL0C TOV VAL OToLTEITOL VoL YpAyouy
dokipa. Atevkpvifovv 0Tt TO TOVETIGTAO OgV amontel epyoaciec 10Tt LAPYEL
1660 peydhog poptog pabnudtov mov gival dSHokoAn 1 epuPfabovvon ce KaOe Eva
arnd avtd. To gidoc twv pabnudtov dwaywpiletal oe BewpnTikd Kol G€ TPUKTIKA
Lo Lot KoL O QOITNTEG TPEMEL VOL KAVOLV TPUKTIKEG OLGKTOELS GTO OEVTEPO. L TO
Bempntikd n dadkacio efvor dStaheén Kol oNUEIDOCELS TIG omoieg dlaPalovv pe
kdmota BiAoypapio v to PiAio tov kaBnyn Ko divovv e€etdioeis. Ot e€etdioelg
AowdV amoteAoVV 10 Pacikd HEco a&loAdynong e amddooNg TOV QOLTTMV.

H oyoln elvor Bewpntikng koatevBovvonc. H d1daktikn dwadikacio yapaktnpileton
a6 Tovg 1010VG w¢ mapadootaxn. Ta padnuato eivor TOAAG Kot To akpoaTHPLL
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HEYAAQ OTO TPOTA £T1] LE AmOTELESHA VO Eival TOAD dVoKOAO va d00el Evag
SLUPOPETIKOG YOPOKTNPOG OTOV TPOTO SOACKOATNG. AlaAEEELS Ko cEpvapLa etvat
0 Tpomog dwdackariog. Kdamoleg popéc n dadikacio pddnong eivar evepyntikn
oA Ko Kdmoleg wabnTikn. Atvouv v BifAtoypagio £Toiun 6Tovg ortnTég Kot
tovg {ntovv va v dwaPdoovv. Eivar évromn kot pe Bdorn avt ypdeouvv
eEetdoelc. Kamotot toug {ntovv kot epyacieg va kGvouvv Tic onoieg vrootnpilovv
TPocOTIKA. O1 o1TNTEG dEV YaAY VoLV Y10 KOtvoUpylo VAIKS. Ot petamtuytakol
EXOVV SLUPOPETIKEG OVAYKES KOOOTL 01 Ot GELS 0€ 0T TO EMimedO elval
JLPOPETIKEC.

Dortntés

Agv €yovv gpyaoieg ota TpAOTA £T1 KUPIOS KoL 6T HEYUADTEPO VITAPYOVV KATOLES
7oV dgv elval TavTa LIOYPEMTIKEG. Ol avayKeg TOVG OEV Elval TETOEG TOV VO, TOVG
VIOYPED®VOLY Vo xpnoporotovy EIS. O tpémog yia va aloloynBovv eivar ot
egetdoelc. O dywplopds GTIC ATUTCELS LETAED OEMPNTIKOV Kol TPAKTIKMV
padnudtov eivor cageis.

[ModnTkn eivon ) Sadikacio pddnon katd tovg eortntég. O Tpdmog ddacKaiia
etvar StohéEelg evad og AMya padnpato Kavouv kdmoleg epyaciec. Xe Kamowa
poOnpota ot dtadtkacio eival TEPIGCOTEPO SUAEKTIKN KOt TPETEL VO, KAVOLV
Kanoleg acknoelc. O tpodTog mov dddokeTat Eva padnpa eEaptarorl and To €idog
oV podnpatoc. Ot axadnuoikoi Tovg epodialovv pe Biitoypapio. [Ipocmadodv
va Tovg €€0KEUOGOVY Ue To PAla. AvTH ¥PNCIULOTOOVV Y10l VAL KAAVTTOVV TIG
avayKeg Tovg otV mePiodo Tov e€etdocwv. Movov Evav pabnua avaeépbnke ard
ocvppetéyovra 61t 0gv d0Onke PiAtoypapio amd tov kabnynt aAld amoitnOnke
va TV Bpouvv HOVol Tovg Kot HETE amopaciotnke otny gpyacio mov Ha Exavoy
mowo. o avtd Tov Pprka Ba cvopreptlapPavotav. Ot petamtuyiokol xpetdlovot
TEPLOGATEPEG TANPOPOPIES Y10 VO KAVOLV EPYOGIEG EVAD O1 TPOTTLYLUKOL OYL.
BiAoOnkovopot

Ot BiprroOnkovopot vrootnpilovy ‘0Tt dev £XOVV 01 POITNTEG EPYAGIES KO OTOV
&xovv giva amAéc kan dev £xovv dtaitepes amartnoels. Kavouv kdmoteg opadtkes
01 OTTO1EG Y10 TNV OAOKANP®GT TOLG deV amontovv BipAtoypagikn) épevva. Agv
eatvovton va yperdlovral 1 va ypnopomotovv tic EIS . H a&oddynon tovg
Bacileton ot e€etdoeic. Or portntég Epyovron pe PAtoypapio kot yéyvouv pe
Baon avt. Ala@opomoinoct GTIG OTALTHGELS TV ¥PNOTAOV TaPOVCIAlETAL Amd TNV
TAELPA TOV PETATTUYLOKDV TOL £XOVV EPYOAGIEG KO VITOYPEDVOVTOL VO YAEOLY TOL
névta. Ot amontnoelg Toug oty PiAodnkn eivar dSto@opetiKéc. XTovg
TPOTTUYLOKOVS OEV PAIVETOL VO DITAPYEL AVAYKT VO YAEOVV GTIC VINPETIES TNG
BpAodNKng oe PaOog oe avtiBeon pe Tovg petamtuytakovs. Ot petamtuylakol
Bpiokovtal g SVoKOAN BEom yiati TOALEG POPEG 01 EpYOGIEC TOVL KAVOLVV GTO
LETATTUYLOKO EMIMEDO €lval Kat 01 TPATEG epyacies mov kavouvv. Pdyvouv ta
TAVTO Kol pOTOVV Y10 TO, TAVTOL.

AwBeoipotTa

Axadnpoikot

Xpnoponowvv EIS oto ypageio 1) oto omitt. 1o ypageio givat 1o cuvnOiopévo
onueio TpdsPaong Opmg coppetéyovtes Pefaimoay TV ¥pnom Yo Epevva 1 Kot
OTAMDG TOEKAPIGLLO TOV TNYADV Ad TO OTITL. LTV EPATNCT TOL EPELVNTY Yol GAAN
onpeia tpocPaong avépepav v PAoONKN TV omoia OV XPNGYLOTOLOVV Ot
15101 Ko TNV VNoida TV PETOMTLYLOK®OV 01 0Ttoiot dgv elvar kot oAt dStobéciot
Y100 OAOVG TOVG (POLTNTES OVTE KOV Y10 TOVG LETAMTLYLOKOVS 01 0Toiol Ba Tpémet va
TapovV KAEW Y10 VoL UTTOVV HECO GTO YMDPO.
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O katdloyog givor evypnotog oty popen Horizon evod 1 teyvoroyia Macintosh
onuovpyet mpoPAnpoato. g Texvoroyio elval TOAD EIAKY GTO ¥PNOTN Kot
e&umnpetel EAMANVIKES YPOUUOTOGEPES Kol TOAVTOVIKO £TGL TOAAOL £X0VV TETOL0V
eldovg vmoroyiotéc. [ToAréc amd Tic EIS dev elvan ebkoro va ypnoiporombovv ce
11010 TEPPAALOV Kot dnpovpyovvtol TpofAipato. Yrapyet oe Evag TeXVIKOG G
OAOKANPO TO KTiplo oL Oa mpémel vo vrooTNPiEEL OAES TIG AVAYKEC TOV
YEVVIOOVTOL OO TNV XpNoN TV VToAoyioT®v. H d¢ motdtnta towv pnyoavnudtov
otV BPAobnKn elvarl TOAD YoUNAN e ATOTEAECUO VO VITAPYOVY GUVEYELN
TPOPANLLOTAL.

Dortntéc

[IpdcPaocn €xovv oto omitt § ot PAoONKT. Agv vrdpyovv epyactnipila eErevBEpa
v va £xovv TpodcPacm amd ekel. MOVO 01 HETOTTUYOKOL £XOVV YOPIGTE YDPO TOL
Vo umopovv va ypnoiponomoovy EIS 1 yevikd vohoyiotéc. Xpnoteg avépepav
mv ypnon ko and internet café aAld pilnoov kot yio Tov 01KovopKo mapdyovta
nov ennpedlel. Emiong avaeépOnke o oukovopikdg mapdyovtog Kot yio, Tnv
OTOKTNOT VTOAOYIOTN 670 omnitl. Ot TTVYLaKOL dev £XOVV 6TV oLGia ToVBEVE
aAloV TpodcPaon mapd oty PPAodNKN EvE o1 peTamTuyLoKol £rovV Vnoida
xopotd. To chotua elvar moALES POpEg KOAANUEVO Kot Oev pmopet Kaveic va dgt
EIS evd ot vmoroyiotég eivar apyol. Xtnv ovcia dgv ¥pnoYLOTOI00V TOV KOTAAOYO
NAEKTPOVIKA yloti VILAPYEL Kol OEATIOKATAAOYOC.

Biflio0nroviuor

D)ot o1 ypnoteg £xovv TpdGPacn and T0 GTITI- POITNTES Kot OKAOT|LLOiKOL.
Yndpyovv ToAAE TpoPANHATO GTO EE0TAMGIO TOV VILAPYEL GTO YDPO TNG
BpAodNKNg Yo v ypron Tov EIS ot axadnuaikoi pmopovv va tig
YPNOOTOU|COVV OO TOL YPOPELD N TAL GTITIO TOVG EVA Y10 TOVG (POLTNTES OEV
EEPoLV aKPIPOS amd TOH UTOPOVV AV TOVG YPNCUYLOTOUGOVY GTO YMDPO TOV
navemotnuiov. O akadnuaikoi avtipetonilovv TpofAquata tpodcPacng yoti
éyovv Macintosh vmohoyiotéc. Eekivnoav pe avtovg kot 0 E0TAMOUOC TOVG HTaY
avdAoyog Tpayua mov onuaivel 0Tt eivar ToAd mo axpifoi amd to PC kot
Myotepog evypnototl. Ot suppetéyovies vrootnpifovv OTL o1 KaBNYNTEG EYOLV
OA01 VTOAOY10TEG 1 Bl £y0VV pEG GTOV EMOUEVO ¥POVO GTA YPAPEID TOVG 1) TOLG
Taipvovv Kot 610 omitt Tovg.Ot petamtuylokol £xovv xwplotn vnoida kot exel
umopovv vo. xpnoipomotcovy v PipAodnkn. 1o xdpo owtd AoY® TpofAnudtmv
OV OMLOVPYNONKAV UTOPOVV VO UTOVV POVO pe KAELOLEL.

Teyvikd vroopiloviot Yo KATOw TPOYPALLILATO OO TV KEVIPIKN 1| OToio
Epyetan ko Ta yKadiotd 1 vTOoTNPILEL KATO1M KOVOUPYLo VINPESTa. TNV
KaOnpepivn Tpdaén Oumg dev vdpyet texvikn vrootpPiEn. Evag teyvikdg kodvmtel
O\o 10 KTip1o ov eival vEHOLVOC TOVTOYPOVMG Kat Yo TNV 16T0cEAIdO. O
eComMopog oty véa BiAtodnkn ival og kaAvTEPN KATAGTOOT OALY KOt TAAL TO
&xel mpounBevtel amd TNV KEVTPIKN Kot £ivon ToAol VTOAOYIGTEG. ZTIC AALES 00O
BiPAoONKeg 01 VIOAOYIGTEG GTO LEV pa ival EKTOG AEITOVPYinG £ Kot Kapo
eV 61NV AAAN givorl TaAlol dAAG O10TPOVVTOL GE KOAN KATAGTOOT) LLE TPOCMTIKN
TpmTofovAia TV PAobnkovouwmy.

A1t TEG XPNONG NAEKTPOVIKADV VTOAOYLIGTAOV

Axoonuaixol

H avtiinym kot n vootpomia 41t 01 vedTEPOL YPNGYLOTOLOVV Kot pabaivovy
EVKOAOTEPO NAEKTPOVIKOVG DITOAOYIOTEG EIVOL PAVEPT] KOl GE QLTH TNV OUAAO TOV
delypatog. Ynnpeoieg mov amottohv ToAOTAOKES SL0dIKAGIES GTNV EYKATACTOON 1)
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TNV {PHON TOVG deV UropoHv va, L10BETNBOHV 0md TOLG AVOPMOTOLE TOL £XOVV
TEPLOPICUEVES deEI0TNTES YiaTi KovpdlovTan kot TG eykataieimovv. Kdmotol £xovv
NV SuVaATOTNTA VO XPNGUOTO0VV VITOAOYIGTES. [Tapovaidlovtal kot e6d
EMPLAOKTIKOL OGOV apopd TIC 0eE1OTNTEC TOL KATEYOLV OAAGL KO TOL
cuvaeOpoTa TOVG ATEVAVTL GTOLG LTOAOYOTES. [Tapovoidotnkay Kot £0(M
CUUUETEYOVTEC TOL VTLOGTNPIEAV OTL OEV HUITOPOVV VO, SOVAEYOVV YWPIG
VTOAOYIOTH.

Dortntéc

Kdmotot ginav g pmopohv va, ypnotomomcovy NAEKTPOVIKOVS VITOAOYIGTEG EVHD
Kamolol dALOL Oyl. AKOUN Ko oV Ogv €lvort TEAELOL YPNOTEC AEVE OTL LITOPOVV VL
YpPNOLoTocovy Kamoto tpoypdupata | EIS evod kémototr £xovv voAoyiotég
o710 onitt. [Taporo mov £kavay LVTOAOYICTEG GTO GYOAEI0 KATO01 TOV Elval G
pikpoTEPO £T1 KLPIWS OeV £X0VV EUMIGTOGHVN OTIG 0e&10TNTES TOVS OAAG
TGTELOLV GTNV oNUAcia TG xpNon Kabnuepwd. Mabaivovv pdvot tovg.
Biflio0nroviuor

Ot o1t TéC dev €xouv 0eE10TNTES OV KO KATO101 T KATAPEPVOLV OTAV YPEWNCTEL.
Agv xpnG1UoTo1o0V TOV KATAA0YO pa Otav TO KAvouv ciyovpa EEpouv va
YPNOLOTOLOVV VITOAOYIGTEG. AKOUT KoLl oV OEV UTOPOLV OTAV TOVG dei&els T
KOTAPEPVOLV. XT0, GYOAEin oTNV deLTEPOPADLLLO KAVOLV YPNIOTN NAEKTPOVIKOV
VTOAOYIOTMV OAAG gV elval OPKETN Y1 VO TOVG OMGEL TIG YVMGELG OV
¥PEWLOVTOL MGTE VO UTOPEGOLV VO XPNCLOTOGOoVY Kdmoteg EIS .

Eppnveia
Kot og avt) v mepintmon givar gavepn (o TpoKatdAnyn Kot o 6TaoT €K TV

TPOTEP®V EMPULAOKTIKN e KOP1aL 10€a: © avTA dgv givart Yo oG aAAd yio Tovg
veotepovs’. H nlkia tov akadnpoikdv ennpedlel TV 6TAGT TOVG OTEVOVTL OTIS
EIS.

Ot vedtepot avtdv BEPara Alyo 1 ToAD TIG ¥PNGLOTOI0VV OUMG LLE
EMPLAOKTIKOTNTO 1] Kol SuokoAia. Ta TpofAnpata wov yevviohvtal amd 1o
Aertovpykd cvotnpa Bo propovcay vo amo@evyfodv Kot aVILETOTIGTOVV.

O Babuds xprong TV VINPECLOV £EAPTATAL ATTO TOV POAO TMV EPYACLOV KOl GTN
OLYKEKPIUEVN GYOAN elvor TOAD Hikpds. Ot pottntég dev elval eEotkelmpévor pe
TNV {PNON VIOAOYIGTAOV TaPOAO OV dTav Tapactel avdykn Tig Tpooeyyilovv. H
SWaKTIKN TPAEEN elvon Tapadociloky Kot OTwg £xel O emmbel Tapondve Yo va
ypnooromBodv avtég ol vanpecieg Bo TPEmel va elval TEPIGGOTEPO EVEPYNTIKN.
Ot petantuytokol eortnTég eaiveton va xpeldlovion TEPIGGOTEPO AVTES TIG
VANPEGIES KOl VAL TIC YPTCUYLOTOLOVY OT®G UTOPOVV KoL OOV UTOPOVV.

Ta onpeia TpdcPaong dev pmopovv va BempnBobv erapkn amd TNV GTIYUT TOL
o711 VNGida Tovg Yivovtor pobnuata oxeddv amokAeloTikd. Ztnv PBiAodnknm n
TPOcPacn etvat TEPLOPIGUEVT] EKTOG TOL YEYOVOTOG OTL Eivart Alyo To UyovioTa
Y10 VO KOADWYOLV TIG AVAYKES TOCMV POITNTAOV EIVOIL KO TOAA Kol apyd TPAY QL
OV GTNV 0VGia To KAIGTA SVCAEITOLPYIKA.

Performance Measurement in Libraries and Information Services an IFLA
Satellite Conference 22-25 August 2005 Collingwood College Duhram
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"A research about the effectiveness of electronic information

services in the Greek third degree education: case study "

Sidera - Sideri, loulia PhD student; Division of ICS; School of Informatics;
Northumbria University.

Pickard, Alison Senior Lecturer; Division of ICS; School of Informatics;
Northumbria University.

Summary

The effectiveness of electronic information services (EIS) in the Greek academic
libraries is the subject of this in-depth qualitative research. The sample, so that is
supported the research, includes: students, academics and librarians. The
process of data collection has been completed and the analysis has been
completed. The research was designed in seven stages: literature review and
planning of research, data collection, first circle of analysis, second phase of data
collection, second circle of analysis, third phase of collection data and final
analysis. The research realises the important role that plays the communication
between the parts of sample and the role of educational system in the use or no the
EIS.

Words keys: Electronic information services, Greek third degree education, Greek
system of third degree education, Greek academic libraries, evaluation of
services, qualitative research, study of case.

Introduction

The technological developments and the possibilities that offer, as we know have
involved important changes in the operation and the action of libraries.
Particularly they have influenced the academic libraries that serve and support the
inquiring and academic community. As a result of the international and local
developments the libraries develop new services, create web pages. The
reflection of this research is fixed in how much the up to now offered electronic
services carry out their objective.

Therefore the aim of the research is: “to inform the development of Electronic
Information Services (EIS) and their effective use in Greek Higher Education
libraries.” Based on the findings researcher will produce a frame for the use of
EIS for the students and the academics in the Greek third degree education. This
objective will constitute the final phase.

Nature of research and sample

The research is qualitative and the theoretical approach hermeneutics. Qualitative
methodology is considered to be the best way to do in-depth user-centred research.
It looks to identify individuals’ worlds and to investigate in-depth the examined
context in order to achieve in depth understanding. Qualitative researcher should
‘understand the complex interrelationships among all that exists’ and can
illuminate the researched area by using ‘thick description’, ‘experiential
understanding’, and ‘multiple realities’. Stake (1995, p 40) says that: “to sharpen
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the search for understanding, qualitative researchers perceive what is happening in
key episodes or testimonies, represent happenings with their own direct
interpretation and stories (narratives). Qualitative research uses these narratives to
optimise the opportunity of the reader to gain an experiential understanding of the
case.” The epistemology of the qualitative research is existential and constructivist
and as Stake says (p43): “phenomena are intricately related through many
coincidental actions and that understanding them requires looking at a wide sweep
of contexts: temporal and spatial, historical, political, economic, cultural, social
and personal.” Holistic Case Study method is used in order to support this
research.

The process of data collection and the analysis of data have been completed. The
research includes seven stages: literature review and planning of research, data
collection, first circle of analysis, second phase of data collection, second circle of
analysis, third phase of data collection and final analysis. The tools that were used
for the data collection are following: in-depth interviews, notes of observation at
use EIS, notes of observation, a file of questions and telephone interviews. As field
of research were: a) of Architecture library and b) Medieval and New Greek Study
library. A purposive sample has been selected to provide valuable insight and to
ensure the precious broadness in the research. The sample includes: students,
librarians and permanent academics.

The libraries in the Aristotelian university

The establishment of university Thessalonica was legislated by law 3341/1925. On
11 July 1927 was published the Presidential Decree "About constitution of library
in the University of Thessalonica”. The library began her operation in 1927, in the
ground floor of the current old building of Philosophical faculty. Simultaneously a
lot of other departmental libraries develop activities in the Aristotelian university.
Almost each department has his library while sometimes there are more than one
in each of them. These libraries began as small laboratories with the documents
and books that could support the seminars. Progressively the requirements of
faculties grew also they changed in libraries. All these libraries are connected
immediately with the central library that is henceforth accommodated in separate
building in the centre of the university. They operate almost according to the same
rules they have the same policy. Concretely, today the Aristotelian university of
Thessalonica has 10 faculties in operation, what includes 44 departments. ® One
central and 38 partial libraries serve its needs.

Data collection

The polytechnic faculty includes five faculties and one from them is the
Architecture. It has five (5) sectors and (1) library serves 1655 under-and graduate
students, 112 postgraduate and 96 academics. The observation took place two (2)
hours per day for four (4) weeks. The researcher took interview from five (5)
librarians, twelve (11) students and ten (20) academics. In the students the sample
was selected in regard of the year of study and the sex while in the academics of
the thematic sector and the sex. The librarians’ sample constitutes the total of
assignmentsers in the library.

*HTTP:// www. auth. gr
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The faculty of Philosophical includes eight (8) departments. The department of
Literature has 4 libraries and covers three (3) thematic sectors. Medieval and New
Greek study library is one from them and serves 1854 under-and graduate
students, 35 (125) receiving postgraduate education and 28 (76) academics. The
users could use anyone from the libraries. The observation included two (2) hours
per day observation on four (4) weeks. The researcher took interview from five (5)
librarians and twelve (12) academics and ten (10) students. Moreover (1) one
librarian from the other two libraries and two (2) librarians’ interviews from the
new thematic library where the journals are completed the picture of users
behavior because they can use any of them. The researcher observed the last place
two hours for 3 days.

First case: Library of Architecture

The library provides users with seven (7) computers (/Y). Two (2) of them has
access in the web page of library. In the rest computers the user can see the catalog
and restriction exists for the remainder electronic services. The department
allocates laboratory) with twenty-four PC but twelve (12) have web access while
the room is used for seminars long times daily. This laboratory was observed one
(1) hour daily for one week and no one use the web page of library. The informal
discussion with the responsible persons in this place confirmed that the users do
not use computers there in order to enter on the library web page.

Second case: Medieval and New Greek Study of faculty of Philosophy

There are two (2) available PC in the library that offer access in the catalog but
have restriction for the remainder services. They are not easy in use because they
are old. In the same space there is a card catalog and the users can have access in
the information via it. The department has a laboratory specifically for the
postgraduate students where exist eight (8) available PC with web access. The
users can use them by appointment. The room is free access regularly but because
they face technical problems they limited. Exists another laboratory for the under-
and graduate students with twenty-five (25) PC but this room is used for
educational reasons.

The central library decided the growth of new service of libraries in a separate
space as | report already in order to gather the journals. It has ten (10) PC. All they
have web access. These services are available to all the students and the academics
of the Philosophy faculty. The library under the Classical study has six (6) EIS
and a card catalog available in the same space while in the last library under the
Linguistic studies exist two (2) PC and card catalog again in the same space. The
researcher faced really the problem with the use or not use of computers in all the
libraries of Philosophy faculty apart from news where the students emanate from
various departments of Philosophical faculty. The users in this case can use
anyone from the four libraries that are available.

Data presentation

This research presents the two cases separately because there is no intention of
comparison. It explains and it interprets the elements that were given by the three
parts of sample. This research is focused on the user and the analysis of elements
is turned in the user and their needs. The three thematic units that have resulted
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from the data are: the educational system, the availability of services and the
dexterities of users.

Architecture

Educational system

At testimony of participate-professors and students - the students in the faculty of
Architecture at their first years of study do not have assignments. The participation
in the teaching process is small. In the specialisation afterwards the third year the
things are differentiated, academics have bigger requirements from students and
require more attendance. Exists difference in the requirements that they have from
the students with regard to the theoretical and practical modules where the
assignments have practical character. For example drawing is the usual assignment
they have. The assignments in theoretical modules are not enough in order to pass
the module. The students it will be supposed that give examinations in the end of
semester. Important role possesses in their study the diplomatic project that they
are compelled to make in the end of their study.

The modules are theoretical and laboratorial. There are a lot of modules and the
students cannot go in depth specifically in theoretical modules. The students attend
lectures, seminars and have laboratories. Academics do not provide students with
catalogs of bibliography when they ask to do an assignment. The students are
compelled to search alone for information everywhere they can find it.

From their side the librarians say that academics ask the students to do some
assignments but are no big extent. The students do research in the EIS in the last
years of their study in order to complete their diplomatic project.

Availability
Academics
They use of EIS in their offices at home or even certain times in the library.
Mainly they do their researches in their office while somebody use in extent at
home. The university provides all with connection on the web free of charge at
home. If they have the appropriate equipment they can access the web with the
university code. The access at home is relatively easy. There are many lines
available but the users are more. They mention that the university will give more
lines and the things will be better. Somebody connects the quality of access with
the quality of equipment or telephone line. The catalog presents frequently
problems of system. They have observed also problem in the results of their
researches. Finally the system is fallen certain times.
Students
The students use EIS in the library and at home, while one report that he uses also
in the CAD. One participant supports that he uses in his office. He is student in
PhD level and assignments in the university. Also participant reports that she uses
EIS in ‘internet café’ because she has no computer at home. The connection at
home is not so much good and fast. All the students do not have computer at home
and when they have they do not enter onto net easily in hours of peak. Participant
supports that the connection is not too bad and depends on the quality of
equipment.
Librarians
They support that there is access for all via university and at home. There are
services those are available only on-campus and will be off- campus available
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soon. The students ask information on things that have found in the space of
library at home or other libraries. The students who attend the modules have no
time to deal at home and they make search via library.

There is a system of control of access with regard to the EIS. Directly they can
use only the catalog. The rest of the EIS are available by code. This has become in
order to ensure computers security. They also want to avoid that user comes and
play or check the web. Exist certain technical problems that prevent the smooth
operation of services as are problems of the system or problems that concern the
contracts that have become with the suppliers of EIS. Also it was reported that
there is problem of electrification in the building, which affects negatively in the
smooth operation of services. Finally the librarians reported problems that concern
the structure of catalog. Exists weakness of handling the Greek language as well
English certain times. It simply does not do search in Greek entries because the
catalog has created indexes and information is not available through any other
choice except ‘Browse’.

Dexterities of computers use
Academics

The users are circumspect in the determination of their dexterities. They observe
problems that are owed in their age. They say that they do not possess the
dexterities that would be supposed. Speaking for EIS it was inevitable that they
report feelings of malaise or even fear for the computers and they support that they
prefer the printed sources of information. Of module exist and somebody that use
computers or EIS but making basic assignments. From the other side there is a
team of academics that they support even electronic modules (e - learning) and
consider that they cannot assignments without computers and EIS. About students
they believe that it is easier for them to learn, communicate and assignments with
the computer. They believe that student can and have the dexterities of use
computers. Characteristically one reports that the computer is ‘in their logic’.
Students

Many from them support that they know how to handle a computer. Somebody of
module does not feel enough familiarised and in particular speak for sentiments of
fear. Their attitude however does not appear to be same with the academics’
attitude. The students know that they should have dexterities to use the computers
in order to have their degree. They acquire dexterities alone or in the university.
Some participants report that they learned certain elementary dexterities in the
school (secondary education) or they attend modules in private schools.

Librarians
And librarians mention the age problem about academics and their selves as well.
For the students they said that they have enough dexterity to use computers. They
use the catalog because they cannot do differently because they cannot locate the
material of library otherwise. They support that in the beginning when the students
come face certain problems because they have not used before computer. Quickly
with some help fast they learn using computers and EIS. The faculty forces them
to learn because students have to use design programs in their laboratories.

Interpretation

Element which is presented in the research is the factor of age. The academics that
are elder have difficulties in the computer or EIS use. If one thinks that many of
the permanent academics are elder in the age the problem is particularly intense.
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The weight of promotion and use of EIS that provides the university falls on part
time staff who are not always young. In this point it appears that the main body of
academics possibly does not use these services at least in their total. This likely
creates also a group of resistance in the acquisition of EIS when the people that
theoretically need them do not essential use them. Younger use them more or less
however with reserve. They continue feeling more familiar with the printed
information.

EIS way of use depends on the users’ needs. The users in the library of
Architecture do not have need to use EIS at the first years of their study when their
assignment is in simple form. These services are called to cover complex needs
that concern inquiring assignments and approach of subjects in-depth. The
students progressively familiarize itself with the use of computers and when there
is need they approach them. The role of library ‘in energetic forms of learning’
could be decisive and her services constitute basic means of studies completion. It
is important that the postgraduate students appear to need more these services.

The points of access cannot be considered sufficient when in their labs are
occupied for modules and in the library the access is limited except that few PC.
Moreover the number of students is big and the accessibility is small.

Philology

Educational system

Academics

The students are not compelled to do assignments at the duration of their study.
The students are many therefore it is difficult to check them. It is not required to
write essays. They clarify that the university does not require assignments because
there is so much pressure of the module that it is difficult the deepening in each
one from them. The modules are separated in theoretically and in practical
modules and the students should do practical exercises in the second category of
modules. In theoretical the instructive process is realised via lectures. The students
keep notes, which they read with some bibliography or the book of professor and
give examinations. The examinations therefore constitute the basic means of
evaluation of output of students.

The faculty is theoretical direction. The instructive process is characterized by the
academics as traditional. Lectures and seminars are the way of teaching. Certain
times the process of learning is energetic but also some others passive. They give
the bibliography ready in the students and they ask them to read it. He
bibliography is in printed form. They support personally student who ask for
assignments. The students do not search for new material. Postgraduate have
different needs while the requirements in this level are different.

Students

The students confirm the above picture and characterize passive the process of
learning. The way of teaching is lectures while in few modules they make certain
assignments. In certain modules process is more dialectic and it should do
exercises. The way that a module is taught depends on the type of module. The
academics provide students with bibliography. They try to familiarize them with
the books. They use bibliography in order to cover their needs in the period of
examinations. Only a module was reported from participant was not given
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bibliography from the professor but it was required that students find alone it.
Afterwards they in common decided which information would include in the
assignment. Postgraduates need more information in order to do assignments
while under and graduates no.
Librarians
The librarians support that the students do not have assignments and when they
have they are simple and do not have particular requirements. They do some in
group which for their completion do not require bibliographic research. They do
not appear to need or to use the EIS. Their assessment is based on examinations.
The students come with bibliography. The postgraduate that they have
assignments and are compelled to search everything present differentiation in the
requirements of users. Their requirements are different. Under- and graduates do
not appear to need to search EIS in-depth contrary to postgraduate. Postgraduate
are found in difficult place because many times the assignments that they do in the
postgraduate level is also the first assignment that they have to do. They search
everything and ask for everything.

Availability
Academics
They use EIS in the office or at home. In the office is the usual points of access
however participant confirm that they use them for research or even browsing at
home. In the question of researcher for other points of access they reported the
library, which they do not use and the lab of postgraduates.

The catalog is functional in the form Horizon while the computers work with
software Macintosh. As technology Mac is very friendly in the user and serves
Greek fonts and ‘polytonjko’ thus many have such type of computers. Many of the
EIS are not easy used in such environment and have problems. One technician
supports the needs of the entire building while he is responsible to built the web
page as well. The quality of instruments in the library is very low so that there is
constantly a problem.

Students

They have access at home or in the library. There is a lab that is not free so they
have no access in there. Only postgraduates have separately lab that could use EIS
or generally computers. Users report the use on ‘internet café’ but speak for the
economic element. Also students report the economic element about the
computer’s acquisition at home. Finally the under- and graduates do not have in
the substance nowhere access despite in the library. The system is many times
stuck and no one can see EIS while the computers are slow. In the substance they
do not use the catalog because there is a card catalog..

Librarians

All the users have access at home - students and academics. There are a lot of
problems about the equipment that exists in the library for EIS use. The academics
can use them in their offices or at home while the students do not know precisely
where they can use them. The academics face problems of access because they
have computers with Macintosh. They began with them and their equipment were
much more expensive than the Windows and more functional. The participant
support that soon the academics have or will have computers in their offices. This
place is control access now because problems were created and users can enter
only by keys.
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Technically the central library that comes and installs or supports some new
service supports them. However in the daily practice does not exist technical
support. A technician covers all the building that is responsible simultaneously and
for the web page. The equipment in the new library is in better condition but also
again is old computers.

Dexterities of computers use
Academics

The perception and the mentality that youngest use and learn easier computers are
obvious and in this team of sample. Services that require complicated processes in
the installation or their use cannot be adopted from the persons that have limited
dexterities. They cannot do it and they abandon it. Somebody have the possibility
of using computers. They are presented and here circumspect with regard to the
dexterities that possess but also their sentiments about the computers are negative.
They are presented few participant that support that they cannot work without
compulter.

Students

Somebody said that they could use computers while other no. Even if they are not
perfect users they say that they can use some programs or EIS while few of them
have computers at home. Even if were taught computers in the school some bodies
that are in smaller years mainly they have confidence in their dexterities. They
believe that they have to use computers every day in order to reach the right level
of skills. They learn by their selves.

Librarians

The students do not have dexterities although some student can do it when they
need it. They do not use the catalog but when they do it they know how to use
computers. Even if they cannot when somebody show them they accomplish. In
the schools in secondary education they attend classes about use of computers but
it is not enough in order to give them the knowledge that they need.

Interpretation

And in this case are obvious a bias and an attitude beforehand circumspect with
main idea: " these are not for us but for youngest. The age of academics influences
their attitude to the EIS. The younger use however EIS with reserve or even
difficulty. The problems that are given birth by the functional system could be
avoided and they are faced.

The degree of services’ use depends on the role of assignments, which in the
particular faculty is very small. The students are not familiarized with the use of
computers however when there is need they can learn and c they an approach the
EIS. The method of teaching is traditional and as already it has been said above, in
order to use more EIS it will be more energetic. The postgraduate students appear
to need more these services and they can use them anywhere and everywhere they
can. The points of access cannot be considered sufficient from the moment.
Particularly when the lab is occupied the whole day for seminars. In the library the
access is limited except that there are few computers in order to cover the needs of
so many students. Lastly the computers are too old which means in the substance
they are dysfunctional.
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