
DOI: 10.4018/IJLIS.2019070101

International Journal of Library and Information Services
Volume 8 • Issue 2 • July-December 2019


Copyright©2019,IGIGlobal.CopyingordistributinginprintorelectronicformswithoutwrittenpermissionofIGIGlobalisprohibited.



1

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

Paul Adesola Adekunle, Bowen University, Iwo, Nigeria

Roseline Mitana Oshiname, Bowen University, Iwo, Nigeria

Ayoola Oluwaseun Ajayi, University of Ibadan, Ibadan, Nigeria

ABSTRACT

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

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

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

LITeRATURe ReVIew

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

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

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

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

Customersatisfactionsurveyshelptoprovidevitalinformationabouthowcustomerneedsand
expectationsarebeingmetbylibraryservicesandresources.Satisfactionsurveysalsopointtoareas
wherethelibraryneedstoimproveservicequalityinordertobettermeetcustomers’needs.Theareas
focusedonandtherangeofindicatorsinmostsurveysincludeslibraryfacilitiesandequipment,staff,
servicedeliveryandquality.Customersatisfactionsurveysalsohelptoinitiatechangesintheprovision
oflibraryservicesthataffectlibraryusersandwhattheydo.Theyalsoinfluencechangesintasksand
workhabitsoflibraryuserswhichinturnwillaffecttheprovisionoflibraryservices.Satisfaction
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