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ABSTRACT 

College libraries play an important role to support the curriculum, fulfill research and 

general information needs, and promote the information literacy skills among students, staff 

and faculty members. Library service is one of the major indicators for the provision of quality 

education in any institution. A library is an effective one if it provides library services to meet 

the entire demands of their users. Post graduate college libraries in Pakistan are facing the 

problems related to library staff, stock, information technology application, and library 

physical facilities etc. As a result, they are not able to provide services at par with developed 

countries. So, there is a dire need to observe the status of availability of library services in post 

graduate college libraries of Pakistan. 

This study addresses the problem of quality of library services and their availability in 

college libraries of Pakistan.  Specifically, the study observes the users’ expectations and 

perceptions with library service quality (LSQ). It examines individual differences in library 

service quality across users’ types, gender, academic disciplines, and college types. It also 

identifies the services that meet or fall short of users’ expectations for excellent service quality 

from college libraries of the Punjab province of Pakistan. Contrary to previous studies 

conducted in developed countries, this study has been conducted in the context of Pakistan, a 

developing country in South Asian region. The data was collected through a questionnaire from 

core library users’ groups (faculty, postgraduate and under graduate students) of 22 post 

graduate college libraries of the Punjab province of Pakistan.  

The users were invited to rate their comments in two parts. In the first part, the users 

commented on the availability of library services using four point rating scale. In the second 

part, study participants responded to 22 LibQUAL items for desired and perceived 
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performance scores on 1 (low) to 5 (high) scales on side by side two columns. Total 998 valid 

responses were finalized for data analysis.    

The results of the study revealed that out of 20 college library services, only three 

services were completely available, twelve were partially available, whereas five services were 

not being provided by college libraries of the Punjab province of Pakistan. The study examined 

that none of the service quality attributes met users desired expectations. A significant 

statistical difference was found among different types of library users on library service 

quality. Similarly, a significant difference was also noted on the basis of academic discipline, 

gender, and college type. The service quality of female college libraries was better than that of 

male college libraries.  

College library users showed high level of expectations regarding library service 

quality. Library as place (LP) was regarded as the highest expected service quality dimension 

followed by ‘affect of service’ (AS) dimension. The ‘information control’ (IC) dimension was 

rated the least expected service quality dimension. The users wanted attractive and comfortable 

study space for individual and group study. They emphasized for polite, helpful, and 

enthusiastic staff. The users desired for print and electronic information sources with easy-to-

use access tools.  

The findings of the study suggested allocation of proper library funds for the 

improvement of infrastructure and recruitment of knowledgeable staff that recognizes the 

needs of college library users. The study also proposed the availability of print and electronic 

resources with modern equipment and library website. It was also observed that open ended 

comments provided by the users confirmed the results of above mentioned quantitative study. 
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The results of the study can be helpful for college librarians, college administration, the Higher 

Education Department (HED), Government of the Punjab, and the Higher Education 

Commission (HEC) for future planning, improvement of services and allocation of resources. 

This research thesis presented discussion, limitations, conclusions, recommendations, 

implications of the study, and directions for future research. To the best of the knowledge of 

the researcher, this study is the first in-depth effort with respect to service quality of college 

libraries of the Punjab province of Pakistan using LibQUAL. 

Key Words: college library services, service quality, library service quality, college 

library service quality, LibQUAL, service quality Pakistan, college libraries Pakistan, college 

libraries Punjab. 
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CHAPTER 1: INTRODUCTION 

Academic libraries play a significant role in supporting curriculum, research and 

teaching activities in academic institutions. It fulfils information requirements of library users 

and recognized as a growing organism. One of the key purposes academic libraries assume is 

to align its services in order to accomplish the overall institution’s mission and to attain 

academic integrity. Curzon and Skinner (2010) defined academic libraries as “libraries that 

belong to institutions of higher education including publicly funded, federal state, provincial 

or national universities or colleges, privately funded universities or colleges, two year 

community or junior colleges which can be publicly or privately funded, tribal colleges, 

professional schools and special focus institutions that offer a single or small set of programs 

(p. 11)”.  

Education at the post-graduate level has been acknowledged more as a course of self-

learning than that of formal coaching in class rooms. Under this changing paradigm, the role 

of academic libraries has dramatically changed from the house of knowledge to the house of 

learning. Classroom instructions cannot render all the facilities desired for achieving all these 

multiple educational goals. Therefore, academic libraries proactively provide information 

resources and design information services for the students to learn thoroughly the subject 

matter, gain expertise, adopt behavior of thinking, and techniques of work in their selected 

disciplines. According to Moran and Leonard (2010) “The primary responsibility of academic 

libraries is to support the teaching, learning and research efforts of the parent institution’s 

faculty and students (p. 1)”.  
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A type of academic libraries is college libraries. College libraries play an important 

role in achieving objectives of higher education. College library is a heart and integral part of 

a college and commands the most significant place in the educational system. They provide a 

sense of responsibility to the students. A student spends an important time of his life in the 

college. The physical, intellectual and social training provided to the students during this period 

leads them in the whole life. In developed countries, college libraries have played an important 

role in the provision of educational facilities resulting in the promotion of civilization and 

overall the development of nations. The libraries are the integral part of education in those 

countries.  

The basic aim of a college library is to disseminate knowledge and to provide 

educational facilities through specific programs in fulfilling educational objectives. In our 

educational system, the college is an intermediary stage between basic education and 

specialization. The college library is the best place for students to develop their ability, to locate 

and utilize information necessary in problem solving. The establishment of well-equipped 

libraries and their closer integration with the teaching program has become of paramount 

significance. According to Hirsch et al. (1959) 

The college library should be the most important intellectual resource of the academic 

community. Its services, given by the competent staff of adequate size, should be 

geared to implement the purposes of college’s general program and to meet the specific 

educational objectives of the institution. Its collection should consist on areas which 

are essential to the curriculum of the institution. No artificial barriers can separate the 

library from the class room or the library staff from the teaching faculty. Beyond 

supporting the instructional program to the fullest extent, the library should endeavor 
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to meet the legitimate demands of all its patrons, from the senior professor engaged in 

advanced research to the freshman just entering upon the threshold of higher learning 

to stimulate and encourage the student to develop the lifelong habit of good reading 

and to play its proper role in the community and in the wider realm of scholarship 

beyond the campus (p.274). 

The college must serve the reading, reference and academic needs of the college 

community by providing materials adequately for their needs and purposes. A well-balanced 

collection of books and other library material, technically displayed and placed within the 

reach of teachers and students, enriches the teaching programs and makes classroom work 

more stimulating and efficient. Nothing can be more harmful to a developing institution than 

to ignore its library as it goes a long way in promoting overall intellectual and emotional 

development of its users.  

1.1 College Libraries Services 

College libraries must provide a variety of library services to attain their objectives and 

fulfill the legitimate demands of their users. College library services are mainly related to 

collection and access, library staff, information technology (IT) application in libraries and 

library physical facilities. The services related to collection and access consist of sufficient 

library material including book, non-book and digital material, proper classification and 

cataloguing, library orientation, library instruction and education, book issue and return 

facility, open access, proper shelf stack maintenance, photocopy and printing services, library 

book bank, reserve services, reference services, readers advisory services, selective 

dissemination of information (SDI), and interlibrary loan and resource sharing etc. The 

services related to library staff include staff behaviour and attitude, responsiveness, knowledge 
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and expertise, dealing with users, and willingness to help users. However, the services related 

to information technology application in libraries comprise availability of library website, 

remote access to electronic resources, availability of sufficient electronic material including 

print and/or electronic journals, easy to use access tools, and availability of modern equipment. 

Moreover, the services associated with library physical facilities consist of providing inspiring 

study and learning space, quite space for individual activities, comfortable and inviting 

environment, centre for study, learning and research, and community space for group learning. 

In an ideal situation, all these services must be available in the college libraries to fulfill 

user’s demands. In developed countries, all these services are available but in case of 

developing countries like Pakistan some services may be missing. 

1.2 Background of the Study 

Under the constitution of Pakistan, education is a provincial government subject except 

in the federally administrated areas. However, the federal government plays a significant role 

in policy making, coordination, technical support, research, training and seeking foreign 

assistance while education deliverance is the responsibility of provincial and district education 

department (Government of Pakistan, 2009, p. 61). 

The Punjab is one of the largest and populous province of Pakistan. It has a huge 

network of the government and privately managed colleges. Having a library with decent 

amount of library material and a professional librarian is a pre-requisite in all these colleges. 

College libraries play an important role to support the curriculum, fulfill research and general 

information needs, and promote the information literacy skills among students, staff and 

faculty members. Library service is one of the major indicators for the provision of quality 
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education in any institution. A library is an effective one if it provides library services to meet 

the entire demands of their users. In developed countries, all library services related to library 

staff, stock, information technology application, and library physical facilities are mostly 

available in college libraries. But in developing countries, these services are not provided 

completely at par with developed countries. In case of Pakistan, these services seem to be 

deficient in the libraries of 690 public sector colleges. So, there is a dire need to observe the 

status of availability of library services. Moreover, college libraries in Pakistan provide 

services according to the service provider’s perception rather than user’s perspective. As a 

result, user’s demands remain unfulfilled most of the times. So, it is the need of the day to 

measure the quality of library services according to user’s point of view. Previously, very little 

is known and reported in the literature about the status and service quality (SQ) of the college 

libraries situation in the Punjab province, Pakistan. Therefore, this study is designed to aim at 

measuring the service quality in college libraries of Punjab, Pakistan focusing specifically 

user’s perspective. 

1.2.1 Need for Library Service Quality Measurement 

The quality of a nation’s institutions of higher learning is determined by the character 

of their libraries. The character of libraries is judged by users’ opinion about the overall role 

of the libraries. The rapidly improved technology and high expectations of users demand 

accountability and assessment of the inputs. It has become the regular feature of academic 

libraries to assess the library service quality from users’ perspective in the developed world. It 

helps them to examine the customer needs, satisfaction, and performance of the library as 

viewed by patrons. Calvert and Hernon (1997) defined service quality as “reducing the gap 

between users’ expectations and perceptions” (p.408). Parasuraman, Zeithaml and Berry 
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(1985) defined Service quality as “the result of the consumers’ comparison of expected service 

with perceived service (p.42)”. 

In this viable and technological atmosphere, one of the conventional procedures of 

measurement of service quality is number calculation (Weiner, 2005) which has been 

considered outdated in existing rivalry atmosphere (Nitecki, 1996, p. 182). Weak and strong 

areas can be identified by measuring library service quality. Such measurement also helps in 

reducing the gap between users’ expectations and perceptions. Hence, it is evident that 

“assessing service quality is the first step in retaining customers in today’s competitive 

environment” (Altman & Hernon, 1998, p. 53). Users’ views play a key role in developing or 

improving the level of quality of services in academic libraries (Balasubramanian & Batcha, 

2011). The assessment of library service quality facilitates library administrators to plan for 

new rising services in view of users demands and plan for the distribution of financial resources 

wisely. College libraries are facing a lot of problems: information technology revolution, 

increasing price of library material, increasing use of web resources for research and study, 

and provisional budget allocation.  In order to redress these challenges, college libraries have 

to cater and fulfil the users’ needs on priority basis. Library authorities should take steps for 

the improvement of users’ services, improve contact with users, and provide services according 

to users’ expectations.  

Customers are considered the focus of each organization, so, it is believed that “only 

customers judge quality; all other judgments are essentially irrelevant” (Zeithaml, 

Parasuraman, & Berry, 1990, p.16). Library researchers have got this idea from market 

researchers and many researchers believe that user is the greatest evaluator to measure the 

quality of library service (Chweh, 1981; Nitecki & Hernon, 2000). Patil & Pradhan (2014) 
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highlighted that “the provisions of services should meet the requirements of current trends, 

respecting and identified and changing demands of more challenging users” (p. 254). The users 

should have the central position in all actions of a library. Nitecki (2004) pointed out that “the 

quality of a service program is judged by its customers’ perceptions of how well it meets their 

expectations” (p. 21). 

Library and Information Science (LIS) researchers have defined library service quality 

as a “difference between library users’ perceptions of actual services received and desired 

expectations about the services” (Hernon & Whitman, 2001; Parasuraman et al, 1985). Hence 

library service quality is defined in most well-established service quality evaluation models 

(i.e., ServQUAL (service quality) and LibQUAL) as the “difference between customers’ 

perceptions and expectations” using “disconfirmation/confirmation” theory. Rehman (2013) 

pointed out that this theory is based on the satisfaction literature. The researchers further clarify 

that the service is extraordinarily fine if perceived quality scores for a service are equivalent 

or over the desired level. Conversely, perceived quality scores under the desired level 

demonstrate that libraries are not meeting clients' wishes. So, it brings about a gap between 

clients' perception and desire.       

1.2.2 Need for Service Quality Measurement in the College Libraries of Punjab 

Province of Pakistan 

In Pakistan, there are different kind of colleges such as general colleges (arts and 

science colleges), professional colleges (medical colleges, education colleges, agricultural 

colleges, law colleges, technical colleges), and special colleges etc. College libraries vary from 

small, inadequate collection through medium sized collections to well selected and fine quality 
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of full research libraries. The Punjab province has the largest college libraries structure in 

Pakistan. Currently, in the Punjab, 690 general education colleges (for both male and female) 

exist in public sector (Higher Education Department, Government of the Punjab [HED], 2017). 

These colleges are running under the administrative control of Higher Education Department 

(HED), Government of the Punjab and offer education from Intermediate to graduation 

(MA/M.Sc.) level in the disciplines of pure sciences, social sciences, languages, arts and 

humanities, and others etc. The significant goal of the above mentioned college libraries is to 

cater to information requirements of teachers, researchers, students and staff of the concerned 

colleges as these libraries gets their authority and resources from their mother organizations. 

Due to the influx of print and electronic material and the advent of new technologies, user 

expectations from college libraries become high and they demand to incorporate library 

services and sources as per their need and demand. So, to devise a mechanism to measure 

service quality of these libraries is required.  

The Quality Assurance (QA) Cell of the Higher Education Commission (HEC) is trying 

its best to improve the quality of education in higher education sector (Ameen, 2007). Though, 

no considerable steps have been taken with respect to library service quality so far.  Besides, 

no data is available to guide library managers, policy makers, college library authorities, and 

the HEC regarding users’ expectations and perceptions, unfulfilled desires of users, users’ 

variation and resemblance in perceived service quality, and troubles with library services.  

So, it is a dire need to conduct a study regarding the current status of library service 

quality from users’ perspective in college libraries of Pakistan. This study has been carried out 

to discover and fill the gap in measuring the quality of service in college libraries of Pakistan. 

To the best of the knowledge of the researcher, the present study is the first ample effort using 
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LibQUAL to concentrate on this gap by the measurement of desired and perceived levels of 

service quality with the users’ perspective in the college libraries of the Punjab province of 

Pakistan. 

1.3 Theoretical Framework 

Basically, the conceptual frame work of LibQUAL is based on SERVQUAL.  

SERVQUAL is built around the confirmation/ disconfirmation theory.  This theory is derived 

from the field of marketing and is being used in library and information science.  Two papers 

(Oliver, 1977; Oliver, 1980) form the basis of this theory. This theory describes that 

disconfirmation is the customer’s analysis of product’s performance in accordance with his 

/her expectations. Positive disconfirmation occurs when performance is greater than 

expectation resulting in the satisfaction of customers. On the other hand, negative 

disconfirmation occurs when the performance of a product falls short of user’s expectations 

resulting in dissatisfied and disappointed customers. Confirmation occurs when performance 

and expectations keep up correspondence, resulting in moderate satisfaction or indifference 

(Churchill & Surprenant, 1982). This model is based on the degree or the direction of 

difference between user’s perceptions and expectations. The operational definition of the 

model can be denoted as Q = P-E, where Q represents the quality of service, P is perceived 

quality and E is expected quality score. More positive score of P-E indicate higher quality and 

more negative score demonstrate lower quality. This theory is adopted in this research work to 

identify the gap between perceived and expected service quality (P-E).  
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1.4 Statement of the Problem 

The users of the college libraries are becoming more demanding with diverse needs. 

However, most of the college libraries in Pakistan have been struggling to modify their services 

to meet the user needs in this changing and demanding environment due to several reasons 

which include lack of budget, lack of government interest in promoting the college libraries, 

lack of skilled personnel, inadequate ICT facilities. Currently, college libraries are providing 

their services to users with service provider’s point of view i.e., librarians, management, etc. 

instead of users’ point of view. As a result, libraries are self-centered rather than users’-

centered.  

The outcome based actions for measurement are not followed in college libraries of 

Pakistan. Usually, the library service quality of college libraries have been evaluated with 

traditional statistical methods such as collection size, amount of budget, number of visitors, 

and staff deputed in the libraries. These conventional methods of service quality measurement 

have become obsolete and do not provide information about users’ exact requirements. As a 

result, libraries do not meet the users’ demands. Unfortunately, previously no attempt has been 

made at the province level to learn about the users’ views about quality of college library 

services. 

Unlike the developed countries, the users’ participation is hardly incorporated in 

collection building process in Pakistani libraries. Rehman and Ahmed (2007) concluded that 

service quality and user satisfaction are not recognizable issues in Pakistan. Haider (2004) and 

Ameen (2006) pointed out that library services are collection-focused instead of user- focused 

in Pakistan.  
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In the developed countries, the scholarly literature is available on different aspects of 

library service quality. But a few studies are available on service quality measurement in 

college libraries in developing countries with no comprehensive study on Pakistan.  Only one 

PhD thesis (Rehman, 2012) was found on the library service quality from South Asia. This 

study was conducted on the service quality assessment in university libraries of Pakistan 

(ULP). The researcher used LibQUAL to collect data from core user groups’ i.e faculty, 

graduate students and undergraduate students of selected public and private universities of 

Pakistan. Reportedly, it was the first comprehensive study on service quality assessment with 

users’ perspective in Pakistani university libraries. However, no PhD thesis was found on the 

service quality measurement in college libraries from South Asia.  

Conducting users’ satisfaction and service quality surveys is not a regular practice in 

Pakistan (Rehman & Sabir, 2012). A cursory review of the literature reveals that there is no 

significant research study available on users’ perception regarding the quality of college library 

services in the Punjab province of Pakistan. Different researchers have conducted research on 

the topic, but these studies are limited to university libraries of Pakistan. The researchers 

(Rehman, 2012; Rehman, 2013; Rehman & Hadi, 2012; Rehman, Shafique & Mahmood, 2011) 

suggested that research on other types of libraries such as college libraries etc. might be 

conducted in future.  Many researchers for example (Jalib, 1975; Shah, 1975; Siddique, 1975; 

Lodhi, 1979; Zulfiqar, 1978; Khan, 1981; Ahmad, 2002; Shafi, 2002) conducted research on 

college libraries to complete their thesis for Master’s degree. These researches were conducted 

in far past.  

Hence, a broad gap has been observed in the literature on the service quality 

measurement in college libraries from the perspective of developing countries like Pakistan. 
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Therefore, this research study is conducted to investigate the quality of services being provided 

in the college libraries of the Punjab from users’ perspectives. It indicates the services that are 

being provided and also the ones which are missing in college libraries of the Punjab. It 

examines the attributes of given library service quality that meet or fall short of the users’ 

expectations It addresses the significant difference in perceived library service quality across 

type of users, gender, and academic discipline. It also looks at the significant difference in 

library services based on male and female colleges. It identifies the users’ expectations for 

excellent service quality from college libraries. It also identifies the problems faced by 

Pakistani users about library services and their recommendations for the solution to those 

problems. More precisely, the study examines the expectations and perceptions of library users 

with service quality in the college libraries of Pakistan.    

1.5 Objectives of the Study 

With reference to the college libraries of the Punjab province the objectives of this 

study are: 

RO1: To identify the types of services that are being provided and also the ones that 

are missing in college libraries of the Punjab Province of Pakistan. 

RO2: To examine the attributes of given library service quality which meet or fall short 

of the users’ expectations. 

RO3: To investigate the significant difference in perceived library service quality 

across users’ types, gender, and academic disciplines. 

RO4: To see the significant difference in library services based on male and female 

colleges. 
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RO 5: To identify the users’ expectations for excellent service quality from college 

libraries.  

 

1.6 Research Questions 

RQ1: What types of services are being provided and what are missing in college libraries 

of the Punjab Province of Pakistan? 

RQ2: Which attributes of given library service quality meet or fall short of users’ 

expectations? 

RQ3: Is there any significant difference exist on perceived service quality across gender, 

users’ types, and academic disciplines? 

RQ4: Does service quality in the libraries of male colleges differ from that of the libraries 

of female colleges? 

RQ5: In what way the users expect excellent service quality from college libraries? 

1.7 Significance of the Study 

This research contributes to the existing literature of college library service. The results 

of the study are aimed at filling the gap in the body of knowledge regarding library service 

quality. The outcome of this research will also bridge the gap between theory and practice of 

library service quality. The outcome of this study can be used in similar context within Pakistan 

and in other developing countries like Bangeladesh, India, Iran and SriLinka. The results of 

this study could help to improve the quality of services provided by the college libraries of the 

Punjab province. 
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The study will be significant to understand the real situation about desired and 

perceived service quality of library users about their college libraries. It will also help 

understand the provision of various services by college libraries. Overall, the findings of the 

study will be helpful for the Higher Education Department Government of the Punjab (HED), 

the Higher Education Commission (HEC) Pakistan, the Punjab Higher Education Commission 

(PHEC), practical college librarians, policy makers, library users, and principles of different 

colleges to understand the gap in service quality and better help them to design college libraries 

services.   

Library users’ survey is a key to success for a library. These surveys have frequently 

been utilized as a tool to measure service quality. Libraries must know the prerequisites and 

desires of their clients (Awan & Mahmood, 2013). Users’ views play a key role in developing 

or improving the level of quality of services in academic libraries (Balasubramanian & Batcha, 

2011). Hiller (2001) states that academic libraries have been widely conducting library service 

quality surveys during the past twenty years.  

High quality service produces trustworthy and satisfied clients. The library service 

quality also helps in the accreditation of an institution. Excellent library facilities attract library 

customers and as a result increase student enrolment in the college. Therefore, the present study 

is significant to learn about the perceived and expected service quality of the library users to 

meet their needs in an improved and better way. 

Better consideration of clients' expectations and perceptions is an essential in 

performance of top quality service. All libraries try their best to provide maximum possible 

quality service. Now, libraries and their financing bodies must set up new prospects due to ever 
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increasing requirements of clients and numerous information suppliers around the globe. 

Libraries must start user-based measurement of library service quality instead of traditional 

statistical methods which include size of stock, quantity of staff, user statistics, number of 

visitor’s, amount of budget, and issue and return statistics (Weiner, 2005).These conventional 

methods of service quality have become useless in this competitive environment (Nitecki, 

1996, p. 182). Although no one of these features signify about the contemporary idea of library 

service quality, yet parent bodies i.e. financing organizations are now convincing library 

authorities to start outcome and user-based measurement of library service quality instead of 

using traditional statistical methods. Patil & Pradhan (2014) advocated that “the provisions of 

services should meet the requirements of current trends, respecting and identified and changing 

demands of more challenging users” (p. 254). The user-based assessment of service quality is 

also helpful in better planning for the future. The budgetary assistance that a society provides 

to research libraries is another stimulator for striving to assess library service quality (Cook, 

2001).  

By the review of literature and inspection of LibQUAL participation, it has been found 

that developing countries like Pakistan have little participation in library service quality 

research with users’ perspectives. A majority of the studies has been carried out in developed 

countries. The information requirements and seeking behavior of college library users of 

Pakistan is entirely different from those of college library users of developed countries. 

Pakistani college libraries have a vast difference with respect to library resources as compared 

to developed countries. Therefore, the results of the studies conducted in those countries are 

not applicable in Pakistan. Due to the shortage of information about users’ expectations and 

perceptions of library service quality, library administrators, decision maker, parent 
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organizations and financing agencies may not be able to allocate resources properly resulting 

in incorrect planning to improve the service quality of college libraries.  This study is an 

attempt to fill up the gap in measuring the service quality in college libraries of Pakistan. To 

the best of the knowledge of the researcher, this study is the first comprehensive attempt to 

investigate the Pakistani college library users’ expectations and perceptions with library 

service quality through LibQUAL.  

Many researchers have conducted studies to examine the considerable difference on 

perceived service quality across demographic variables: user type, gender and academic 

discipline but these studies generated diverse outcomes. Some studies (Boykin, 2002; Hiller, 

2001; Hitchingham & Kenney, 2002; Peterson, Murphy, Holmgren & Thibodeau. 2004; Ping 

& Edzan, 2008; Ahmed & Shoeb, 2009; Rehman, 2012a) found that users have significant 

difference in their opinion on perceived service quality. On the other hand, some studies like 

(Cook, Heath & Thompson, 2001; Cook & Heath, 2002; Dole, 2002; Johnson, 2007; Rehman 

& Sabir, 2012) determined no difference in library service quality on the basis of demographic 

variables. Hence, it is a dire need to investigate the dissimilarity and similarity among users 

across academic discipline, gender, user type and college type for individual services, 

dimension wise, and overall service quality. Due to this, the researcher studied in detail the 

effects of different demographic variables (user type, academic discipline, gender, and college 

type) on desired and perceived service quality. Libraries need to recognize the users’ real 

expectations for excellent service quality from college libraries to setup their ideal service 

delivery system. The researcher investigated users’ expectations for excellent service quality 

from college libraries in this study 
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Library literature in Pakistan is not enough to highlight the quality of service of the 

college libraries due to its smaller size. Some research studies (Jalib, 1975; Shah, 1975; 

Siddique, 1975; Lodhi, 1979; Zulfiqar, 1978; Khan, 1981; Ahmed, 2002; Shafi, 2002) on 

college libraries have been conducted by master’s students to complete their thesis for master’s 

degree from various library and information science schools of Pakistan. But the findings of 

these studies have not demonstrated the quality of college library services and its users’ 

satisfaction to the library resources and services in detail. Overall, the review of literature 

indicated that at present there is very little data available on various aspects of college library 

particularly, user’s satisfaction and service quality measurement of college libraries. Thus such 

data can be taken as an existing gap in understanding the users’ perception about library service 

quality to the available services and sources are being provided by college libraries. Therefore, 

there is the need to measure the service quality of college libraries, which could help to promote 

the college library services and library collection development. Almost the majority of the 

colleges have now introduced new programs in various fields like masters and BS-four years. 

The enrolment figure of the students has gone on the increase in colleges due to introduction 

of new programs. So, as a result staff strength has also been increased to meet their academic 

requirements. The number of college library users is increasing day by day due to the 

availability of a variety of disciplines in the colleges. Furthermore, users’ demands and 

expectations are increasing due to the use of information and communication technologies 

(ICTs). Hence, they have started demanding efficient and effective services and relevant 

sources. 

Therefore, it has been decided to contribute to the literature in this area by conducting 

a study to fill the gap and determine and recognize the service quality of college libraries.                     
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This study will find out the current status and also suggest further measures for the 

improvement of service quality that would eventually improve the quality of education and 

contribute to national development. The findings of the study may be implemented in similar 

institutions in Pakistan as well as in developing countries. 

1.8 Delimitations of the Study  

This study was delimited to the assessment of service quality with users’ perspective 

using LibQUAL model. The scope of study covers all public sector general education colleges 

of the Higher Education Department, the Government of the Punjab, excluding private and 

professional colleges of the Punjab province.  

1.9 Operational Definitions 

The terms used in this study that relate to detailed definition of measure in data 

collection are defined as under: 

Perceptions: The opinion of a library user about the actual level of service that a library is 

currently granting. 

Service Quality: Decreasing the gap between users’ desires and perceptions. 

Service Superiority Gap (SSG): Difference between users’ desires and perceptions. 

User Satisfaction: Emotional response of a user to service to the extent it fulfils his/her 

requirements. 
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1.10 Organization of the Study 

The study is organized as under: 

1.10.1 Chapter One: Introduction 

This chapter consists of the background of the study, statement of the problem, 

objectives of the study, research questions, rationale and significance, theoretical frame work, 

delimitations and assumptions of the study, and definitions of terms. 

1.10.2 Chapter Two: Review of the Literature 

This chapter includes the literature to the research topic, and provides the results of 

other studies already conducted, specifically the ones that are related to the topic under study. 

It also emphasizes the need for this study. 

1.10.3 Chapter Three: Research Methodology 

This chapter comprises research approaches, methodology, population, sampling 

techniques, sample size, data collection instrument, data collection procedure, initial data 

screening and preparation of data for analysis, reliability analysis of instrument, and data 

analysis techniques. 

1.10.4 Chapter Four: Data Analysis and Interpretations 

The results of the study discussed demographic profile of respondents. In next phase, 

the complete detail of carried out data analysis has been given to answer research questions 

through descriptive and inferential data analysis.  In last phase, the detail about qualitative data 

analysis based on open ended questions has been provided.      
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1.10.5 Chapter Five: Major Findings, Discussion of Results and Conclusion 

Major findings relating to research questions of the study have been presented in this 

chapter with their discussion and interpretation. Limitations and delimitations of the study have 

been discussed. The results of the study have been concluded in this chapter along with 

recommendations. Implications of the study with future research directions have also been 

provided in this chapter.  
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CHAPTER 2: LITERATURE REVIEW 

This chapter aims to discuss the existing literature on service quality in the provision 

of library services to users. The attributes of service quality have been discussed in general and 

relating to college libraries in particular. It also explores the idea of service quality, assessment 

of service quality in libraries and its application to satisfy library users. Literature on the 

measurement of service quality using “LibQUAL” instrument has been reviewed especially. 

The review consists of the availability of college library services; user driven library service 

quality in academic libraries; gap between users expectation and perceptions; difference on 

library service quality based on  user types, gender, and academic disciplines; and users’ 

expectations with library service quality. The review also shows the existing position of library 

service quality assessment in Pakistan.  

The researcher consulted different Library and Information Science databases for 

example Library Information Science Abstract, Library Information Science Technical 

Absract. The researcher also consulted scholarly databases like Elsevier (Science Direct), 

EBSCO, ProQuest, Emerald, ERIC, J-Store, Scopus, Springer link, Taylor and Francis, Wiley-

Blackwell etc. Search engines such as Google scholar, Google, Bing, Yahoo were also 

accessed. In addition to electronic databases and search engines, local journals in the field of 

library and information science were also searched. Core literature in the form of government 

documents, reports, library and information science material published in encyclopedias and 

books was also used. The researcher used English language as preferred language for searching 

electronic material. The researcher used different online searching techniques for searching of 
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electronic material such as Boolean search, Phrase search, Proximity searching, Field 

searching, Truncation, Time limitation and synonyms and suitable key words. The mostly used 

key words were service quality, library service quality, library service quality and Pakistan, 

library service quality and LibQUAL, LibQUAL, college libraries, college library service 

quality, college library service quality and Pakistan etc.  

2.1 Service Quality   

The word quality has been derived from Latin word qualitas. The lexical meaning of 

quality is the level of goodness or worth. In realistic viewpoint, it will be exceptionally 

troublesome to define quality because of its numerous definitions which exist. Quality can be 

expressed through different perspectives due to its indefinable, inclusive, personal and 

distinctive nature. The perception of quality may vary from individual to individual. Reeves 

and Bednar (1994) reported that worldwide definition of quality does not exist and that 

meanings of quality will be different in different contexts.  

Quality has been defined by various researchers in variety of ways as “customer 

satisfaction through product or by service” (Begum, 2005), “value” (Abbot, 1955; 

Feigenbaum, 1951), “conformance to specifications” (Gilmore, 1974; Levitt, 1972), 

“conformance to requirements” (Crosby, 1979), “fitness for use” (Juran, Gryna, & Bingham 

1974; Juran & Gryna, 1988), “meeting and/ or exceeding customers’ expectations” (Gronroos, 

1983; Parasuraman et al. 1985; Evans & Lindsay, 1999; Lindsay & Evans, 2010), and “ a 

critical factor for achieving success” (Dash & Padhi, 2016, p.181). 

Keuhn and Day (1962) depicted that the nature of quality is subject to its resemblance 

to the necessities of consumer preference. Crosby (1979) characterized quality as 
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"conformance to requirements". Evert's (1987) explained that quality needs to be enhanced in 

the light of customers’ perception. Quality may be defined as “degree of excellence a product 

or service provides” (Besterfield, 2004). However, Brophy (1994) described it as, “Quality is 

… the closest fit to users’ needs that resources permit” (p. 242). It is frequently misinterpreted 

as “goodness or luxury” (Crosby, Evans, & Cowles, 1990, P.17). International Organization 

for Standardization (ISO) 9000 (2004) characterizes quality as, “The totality of features and 

characteristics of a product, process of service that bears on its ability to satisfy stated or 

implied needs”.  

The quality might be categorized in classes as: (a) client category, (b) service and 

production category and (c) significance category (Ho & Fung, 1995). The ideas of “total 

quality management (TQM)”, “quality assurance” and “quality control” have been introduced 

by industrial sector. Reeves and Bednar (1994) measured quality to the extent: “excellence”, 

“value”, “conformance to specification”, and “meeting and/or exceeding expectations”. In the 

perspective of present study, the quality is attributed as accommodating or satisfying 

customer's expectancy. Quality is an extent to measure the fulfillment of the requirements of 

particular client from the particular service. A customer is the most right person to assess 

quality because it is decided by its customers. In marketing sector, service quality has been one 

of the burning research topics from the last two decades. 

On the other hand, Service quality assessment is entirely different from product quality 

assessment due to its imperceptible and indivisible character; quality assessment is somewhat 

difficult in service sector. Services cannot be touched by five senses due to their elusive 

character. Services are actions rather than matter. Moreover, it is hard to quantify the 

performance of service due to its diverse nature because it varies from client to client, supplier 
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to supplier and day to day. In short, we cannot separate the creation and utilization of services 

because they are typically made and utilized in the meantime, usually as an after effect of 

connection in the middle of client and suppliers. Parasuraman et al. (1985) proposed three 

themes after inspecting different readings on service quality: 

Service quality is more difficult for the consumer to evaluate than goods quality. 

Service quality perceptions result from a comparison of consumer expectations with 

actual service performance. Quality evaluations are not made solely on the outcome of 

service; they also involve evaluations of the process of service delivery (Parasuraman 

et al., 1985). 

Service quality has no single acknowledged meaning. Service quality is considered one 

of the vital variables keeping in mind the end goal to judge the achievement or dissatisfaction 

of a service. Service quality is a gap between user perceptions and user expectations (Chen, 

2011). There exist two fundamental methods about service quality in the literature (a) 

dependent upon “disconfirmation /confirmation approach”, and (b) performance-only” 

methodology. Previous conceptualization of service quality is generally focused around the 

Oliver's (1980) hypothesis of disconfirmation/confirmation. According to   the disconfirmation 

theory, customers judge service quality in correlation with their expectations about service 

presentation. A positive disconfirmation occurs and users’ desired expectations are met if the 

service presentation is above the customers’ expectations. Conversely, a negative 

disconfirmation occurs and users’ desired expectations are not met if the service performance 

is below the customers’ expectations. As a result, service is measured as low quality service 

(Green, 2007; Parasuraman, 2004).  
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The second approach, performance- only method does not compare perception of 

service quality with customers’ expectations and hence only measures perception of service 

quality. In service marketing, customers/ users are considered the central point for assessment 

of service quality. The conventional methods of service quality assessment were number 

calculation (Weiner, 2005) and enclose to be outdated here in the rivalry atmosphere (Nitecki, 

1996, p. 182). Quality of service has turned into the most imperative components and real 

issues on the research plan for electronic services in the computerized age (Ahmed, Abawajy 

and Kim, 2011). Hence service quality is usually defined as “the customer’s impression of the 

relative superiority/inferiority of a service provider and its services” (Bitner & Hubbert, 1994). 

In a service organization like an academic library, the client fulfillment means satisfying their 

desires.  

2.2 Library Service Quality 

Libraries associate clients to what they require. A decent library service empowers its 

clients to utilize the library assets viably. Libraries must know the prerequisites and desires of 

their clients (Awan & Mahmood, 2013). The term library service quality is regularly utilized 

as the part of library and information science (LIS) writing and there is no harmony on its 

definition. It is a subtle, elusive, intangible and complex idea. Early experts (Orr, 1973; 

Pitchard, 1996; Whitehall, 1992) described the quality as effectiveness, appropriateness, and 

standards. Library service quality is users’ evaluation about overall quality of library services. 

Users’ views play a key role in developing or improving the level of the quality of services in 

academic libraries (Balasubramanian & Batcha, 2011).  

Traditionally, the library service quality is being assessed using conventional 

procedures of quantitative measurement which include size of collection, visitor’s statistics, 
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issue and return data, budget size and staff strength (Weiner, 2005; Dash & Padhi, 2016). 

However, none of these features indicates regarding the contemporary notion of library service 

quality. An ongoing program for the assessment of library services is essential to fulfill user’s 

demands and preferably exceed their expectations by providing qualitative services (Dash & 

Padhi, 2016). The services provided should meet the requirements of current trends, relating 

to recognized and varying demands of more demanding users (Patil & Pradhan, 2014, p. 254). 

The users should have the central position in all actions of a library. Nitecki (2004) described 

that “the quality of a service programme is judged by its customers’ perceptions of how well 

it meets their expectations” (p. 21). 

The researchers of “Library and Information Science” (LIS) defined ‘library service 

quality’ as a “difference between library users’ perceptions of actual services received and 

desired expectations about the services” (Hernon & Whitman, 2001; Parasuraman, et al., 

1985). Hence, ‘library service quality’ is defined in the most well established service quality 

evaluation models (i.e., SERVQUAL and LibQUAL) as the “difference between customers’ 

perceptions and expectations” by the use of disconfirmation/confirmation theory, which 

depends on the satisfaction literature (Rehman, 2013). The researchers further clarify that in 

case perceived quality scores related to one service are equivalent or over the wanted level, 

that service is extraordinarily fine. Conversely, perceived quality scores under the wanted level 

demonstrate that libraries are not meeting clients' wishes. Therefore, it brings about a gap 

between clients' perception and desire.       

Users’ perceptions should exceed their desired expectations in an ideal situation. The 

difference between expected library service and perceived library service is called the gap. 

This gap can be denoted in two types: - a positive and a negative gap. A positive gap illustrates 
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that users’ expected service has been obtained or went beyond the desired level, whereas a 

negative gap reveals that the service delivery is under the expected service level (Morales, 

Ladhari, Reynoso, Toro, & Sepulveda, 2011). Atkinson (2016, 2017) is of the view that 

academic libraries have to move forward to use different methods for measurement of library 

service quality in order to get quantitative and qualitative data. This data will be capable of 

utilization for the purpose of decision making as well as strategic planning of libraries. Jackson 

(2015) is of the view that library decision makers must know the measures that relate to 

different areas of library services. Heradio, Cabreriz, Fernandez-Amoro, Herrerac, and 

Herrera-Viedma (2013) introduced a user perception based model namely fuzzy linguistic 

model for the assessment of services offered through library websites using web 2.0 

technology. According to researchers, the model is user-friendly based on LibQUAL 

methodology and is capable of recognizing library 2.0 functionalities.  

Ahmed and Abawajy (2014) proposed a new model for the evaluation of the quality of 

service (QOS) in digital library environment based on digital library service provider 

perspective rather than user perspective. The researcher argued that digital service users’ 

perception and satisfaction is directly affected by level of the quality of service provided by 

digital service providers. The model will be helpful for practitioners in enhancing their 

perception on the attributes that share towards quality of service in digital library. The 

researchers also informed that in future, they would develop a new instrument using “Service 

Level Agreements (SLAs)” methods for the evaluation of the quality of service in digital 

library.  
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Ganguli and Roy (2013) identified Hybrid Service Quality (HSQ) dimensions: “service 

provision, employee competence, image, price, tangibles, and ease of subscription, information 

security and quality, technology usage convenience, technology reliability” (p. 1214-15).  

American Library Association (2015) issued a news release that academic and public 

libraries are regularly revamping the information changes and the influence of technology on 

library customer’s experience as well as libraries measurement about those experiences with a 

clear focus on ground reality. Many researchers around the world recognized quantitative and 

qualitative methods for the measurement of service quality and satisfaction (Hernon, Altman 

& Dugan, 2015; Hernon, & Altman, 2010; Gibson, 2010; Dressler, 2016; Carlin, 2016; 

Thomson, 2017). ALA is encouraging libraries to take measures to make library systems user 

cantered  

2.3 Availability of College Library Services 

College library is an integral part of a college and commands the most significant place 

in the institution. The main function of college library is to fulfil the educational, recreational, 

and research needs of college faculty and students of intermediate, graduate and post graduate 

level by providing different kinds of services. According to Yi and Daoquan (2012) “the 

primary purpose of a college library is to support the teaching, research, and other college 

programs of its parent organization. A college library is part of a service organization which 

delivers services personally to the customer. In a college library, the customer satisfaction 

means providing the user/reader/student with excellent services to fulfill their expectations”. 

Veit (1976) acknowledged that the modern college library evolving book-centered towards 

user-centered library and sanctions the application of modern ideas of teaching. It can be 

assumed that the library “now serves also as a complementary academic capability which 
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affords to students the opportunity to augment their classroom experience with an independent 

avenue for learning beyond the course offerings of the institution”  (ALA, 1975). 

Generally, college libraries objectives are to fulfill college’s missions that include 

students’ education, professionals’ training, scholarship and research, encouraging creative 

activity, healthcare improvement, and public service provision. However, most of the college 

libraries are organized on the basis of their library functions rather than institutional mission. 

College libraries provide a variety of services to their users. These services include 

library physical facilities like space, furniture, ventilation, lighting, heating and cooling 

arrangements (Mairaj & Naseer, 2013; Bansal, 2014); library orientation of fresh user, training 

of students in library use, discussion room,  photocopy and printing services (Ahmad & Islam, 

2012); reference services by providing periodicals, dictionaries, encyclopedias, atlases, 

biographical dictionaries, and bibliographies etc. (Buckland, 2008; Aslam & Seher, 2018 ); 

Current Awareness Service (CAS), Selective  Dissemination of Information (SDI), Inter 

Library Loan (ILL), serials and new arrival (Khot & Patil, 2004); CD ROM, reprographic 

services (Bansal, 2014); On Line Public Access Catalogues (OPACs) services (Bansal, 2014; 

Aslam & Saher, 2018),  reference and information service counter, circulation, staff attitude,  

ICT related services (Mairaj & Naseer, 2013; Aslam & Seher, 2018);  learning commons, 

plagiarism awareness (Sidorko & Yang, 2009); resource sharing (Konwar & Sinha, 2014); 

library registration; open access material; maintenance of stack; reserve services; reader’s 

advisory services; and special collection service etc.  

Lakshmi (2003) realized that library standards are yardsticks to measure their service 

quality. They help to recognize and resolve significant differences in the quality of services 

offered. In spite of the several attempts, Ranganathan’s standards are authentic for college 
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libraries in India. Hence, the professional bodies have to take steps to formulate suitable 

standards for implementation in Indian academic libraries. College library standards are not 

available in Pakistan as well. There is a dire need to formulate and implement these standards 

for proper organization of libraries infrastructure and service delivery. There is also College 

libraries areas of measurement include student learning, user services, and building facilities 

(McCulley, 2014). 

Mallya and Patwardhan (2018) recognized that college students found staff-related 

services (affect of service) as the most important library service followed by the availability 

and easy access to library material using ICT in libraries (information control), and physical 

environment and facilities in library (library as place). Affect of service dimension consists of 

a set of nine service statements related to library staff behaviour with library users. These 

services include library staff: (a) instill confidence in users, (b) gives individual attention to 

the users, (c) is consistently courteous, (d) is always ready to respond to users’ questions, (e) 

has knowledge to answer users’ questions, (f) deals with users in a caring fashion, (g) 

understands the needs of their users, (h) is always willing to help users, (i) shows dependability 

in handling users’ problems. Out of these nine services, willingness to help users is considered 

the most important aspect of library services. Information control dimension consists of a set 

of eight services. These services include: (a) accessibility of electronic resources from home 

or office, (b) availability of library website, (c) availability of library printing material, (d) 

availability of electronic information resources (e) availability of modern equipment to access 

to the needed information, (f) availability of easy to use access tools, (g) easily accessible 

information for independent use, (h) availability of print and electronic journal collection.  

Library as place dimension consists of a set of five services which include availability of (a) 
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space that inspires study and learning, (b) quite space for individual activities, (c) comfortable 

and inviting location, (d) a gate way for study, learning and research, (e) community space for 

group learning and group study. Ajidahun (2006) found that Nigerian colleges and federal 

science college libraries were adequately staffed. 

In developed countries, community colleges are given accreditation for a specific 

period and it is renewed after the expiry of the period. Library is one of the indicators in the 

accreditation process of a college. Hepburn (2014) highlighted that college libraries have to be 

made transparent in its working and visible in its contributions and support the college mission 

in order to meet the accreditation process requirements. 

Digital libraries are the centres for information in new technological environment. It is 

a dire need of the day to get maximum benefit from these libraries. Only digital library 

establishment cannot solve this issue. Librarians are better information science managers and 

trained in focusing information services to the minds of users being familiar with both users 

and systems. Hence, they may be more involved in digital library conceptions (Hobohm, 2012). 

Pampaloni and Bird (2014) concluded that only community college digital branch libraries 

could not guarantee their place at colleges, but retrieved their character as fundamental, vital 

source for various users by increasing extra-long standing, and commonly valuable relations 

with all stakeholders. 

Resource sharing is service to collaborate with one or more libraries to mutually share 

library resources to maximize users’ access to library material. Interlibrary loan service 

provides a chance for a library member to borrow books, DVDs, music, etc. and/or receive 

photocopies of documents that are owned by another library. Konwar and Sinha (2014) found 
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that proper infrastructure of information and communication technology (ICT) and networking 

tools provide more effective library services in the shape of resource sharing, interlibrary loan 

and digital library system in college libraries. Johnson (2007) found that college library has 

improved its service availability system by recruiting library staff, increasing library timing, 

updating its information delivery system, and retaining study rooms for group learning and 

activities. Kachoka & Hoskins (2009) concluded that Chancellor College library could not do 

well in all the LibQUAL service quality measurements in particular: “affect of service”, 

“library as place” and “information control”. 

A conducive library environment attracts the library users. Lo, Chiu and Chu (2013) 

indicated that college library had the capability to provide space that is favourable to team 

work and learning, and satisfy the faculty and students’ demands. Library collection should be 

increased by applying the standards for enrolment of the students in the institution (Hussain, 

Muzeeb & Fatima, 2011; Ajidahun, 2006). Aravinthan and Venkatesh (2013) concluded that 

the majority of the users of colleges’ libraries in India are satisfied with the provision of 

textbooks and magazines followed by periodicals and general books. Book selection and 

administrative policies concerning college libraries must be changed. However, some users 

complained about the insufficiency of multiple copies and electronic resources. 

Patil (2011) found that libraries were providing proper internet facility at first grade 

college libraries in Bidar District, India. Bachhav (2015) investigated that the majority of the 

college libraries in urban areas had the basic IT facilities like computers, printers, photocopier, 

and Internet connectivity as compared to rural areas which did not have such facilities. The 

major barriers for the lack of these facilities were lack of adequate personnel, paucity of funds, 

irregular power supply and ICT training programs. However, the researchers indicated that 



33 

 

traditional library services such as lending, reference, new arrivals, and newspaper-clipping 

service were being provided in urban as well as rural college libraries. Baro (2011) concluded 

that a dependable electric supply to run computers, an uninterrupted phone system, computer 

literate personnel and forward looking educational curricula were the prerequisites for 

successful use of IT. They further prepare the graduates to meet challenges of current era in 

developing countries. Xie and Sun (2015) found that improvement in library resources and 

general services was made in past twenty years due to the project 211 and project 985 by the 

Ministry of Education of China. However, college libraries need to adopt and implement 

technology to attract users to make best use of services offered by libraries. Kannappanavar, 

Jayaprakash and Bachalapur (2011) found that college libraries in India were giving automated 

library services to their users with limited provision of information. Links to open access 

journals as well as e-books were not available through their library websites. 

Hill (2012) found that a great number of Historically Black College and University 

(HBCU) libraries had maintained websites and were providing better access to library material 

and services through these websites. The comparison between the HBCU and non-HBCU 

library websites revealed that non-HBCU library websites had higher percentage than HBCU 

to demonstrate the elements that were being measured. However, Pampaloni and Bird (2014) 

pointed out that community college library websites were weak and inconsistent in 

representation. Bancroft and Lowe (2006) noted that the majority of the students had an 

excellent perceptive of resources and services available to them and found comfortable to use 

links and services on the off campus library service (OCLS)’s web site. 

Library Instruction also known as user education and library orientation, comprise 

instructional programmes designed to teach library users for locating their required information 
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more quickly and effectively. Raufman and Colby (1988) highlighted that two year community 

college learning resource centres play their instructional role by launching programmes on 

developmental education, computer literacy, computer assisted instruction, instructional 

development, and telecourses, etc. The findings of the studies by Jabeen, Yun, Rafique, Jabeen, 

and Tahir (2016) indicated that information literacy (IL) training through library orientations, 

and tours and introductory information skills are being used frequently and successfully in 

university as well as research libraries of China but there is still a need for the improvement. 

Patil (2011) pointed out that the majority of the college library users at Bidar district India 

required the need for orientation training programmes. Salasbar, et al. (2017) pointed out that 

there is a dire need of an action plan for the student service improvement program to satisfy 

students about the services provided by college library. An orientation programme organized 

by the college might be helpful to improve the familiarity level of the students. 

Abubakar (2011) found that libraries were facing the problems of proper and 

inadequate funding in Nigeria. However, they should try their best to digitize their services 

and resources with proper freeware ICT application to cope with the challenges of the 21st 

Century. Patel and Kumar (2004) indicated that the majority of college libraries in India were 

facing the problems such as (a) lack of funds, (b) insufficient staff and (c) support from the 

authorities. University Grants Commissions’ (UGC) financial assistance did not meet the 

requirement of the college libraries. There was remarkable difference between college libraries 

situated in different areas of India. The condition of college libraries in Delhi was certainly 

better than other parts of the country due to financial support provided by University Grants 

Commission (UGC) directly to the Delhi University and its constituent colleges. The 

researchers suggested that such geographic and institutional inequity in the distribution of the 
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grants should be eliminated. On the other hand, Bhatt (2009) concluded that college libraries 

were generally deprived, their progress was quite slow. The position of college libraries as well 

as librarians in India with a few exceptions was pathetic. Mahmood, Hameed and Haider 

(2005) pointed out that library budget was provided in college libraries of Pakistan without 

any pre-arranged method. The majority of college libraries were not satisfied with present 

funding system and demanded for great addition in the library budget to provide a variety of 

services to their users.  

Ajidahun (2006) found that the library buildings of Federal Science and Technology 

Colleges in Nigeria were lacking adequate seating capacity and well location. There was no 

uniform policy to use classification scheme for processing library material. The students at 

college of education libraries in Nigeria found a relationship among teaching methodology, 

bibliographic utilities and catalogue use (Amkpa & Imam, 2011).  

Patra (2016) found that Asanol Engineering College West Bangal provided proper 

library infrastructure, adequate material and appropriate services to its users.  A majority of 

the students (86%) visited library to borrow or return textbooks. A majority (84.2%) of the 

students considered books a major source of information. However, all the respondents 

suggested photocopying facilities.  

SDI is a service that is provided to keep a user informed of new resources of library on 

specified topics. Hence, library users become able to use library resources more effectively. 

Reprographic services consist of multiple methods of reproducing content, such as scanning, 

photocopying, and printing. The term applies to both physical (hard copy) and digital (soft 

copy) reproductions of documents and images. Online public access catalog (OPAC) is 
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an online database of materials held by a library. Users search a library catalog principally to 

locate books and other material available at a library. Bansal (2014) concluded that majority 

of the college library users came to the library to borrow books or read newspapers. A fine 

number of users were unaware about current awareness service (CAS), reprographic and online 

public access catalogue (OPAC) services. However, library users were satisfied with library 

staff behaviour, and physical facilities i.e. lighting, ventilation, cleanliness, reading space, 

furniture etc. in the library. Satpathy and Satapathy (2013) found that academic libraries 

Odisha, India are not meeting the needs of their users due to poor automation of library 

operations and database services. The libraries needed to maintain their own websites to have 

good visibility of all the resources. Suitable tools and techniques should be supplied to access 

print and e-resources at a time to provide single window access through web OPAC. 

Veit (1976) examined that college library services had gone through some obvious 

changes within one hundred years. Some aspects are affecting these changes and needs to be 

observed individually. These key elements are student body composition, quality of library 

collection, new educational philosophies and teaching methodologies, mutual efforts to 

increase library resources, service timings, user education and training programs in the use of 

library, and setting up some library divisions like reserve rooms, browsing rooms and 

undergraduate libraries in the colleges. Stvilia and Gibradze (2017) indicated that library users 

regarded as access to “information and computer resources”, and “study support services” the 

vital library services provided. Aslam and Seher (2018) studied that libraries are providing 

adequate library services such as online public access catalogue (OPAC), issue return, the 

internet, reference and newspaper to its clients. However, services like interlibrary loan (ILL) 

and user guidance within the library are not provided properly. 
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Sheng (2012) established that the implementation of the enterprise information service 

model based on the cooperation between schools and enterprises will broaden the service area, 

enhance the service level, enrich the service content, and realize the effectiveness of the library 

for higher vocational college. 

2.4 Users’ Driven Assessment of Service Quality in Academic Libraries 

Customers are considered the focus of each service organization, it is believed that 

“only customers judge quality; all other judgments are essentially irrelevant” (Fagan, 2014; 

Zeithaml et al, 1990, p.16). Library researchers have borrowed this idea from market 

researchers and many researchers believe that users’ are the best judge to evaluate library 

service quality (Chweh, 1981; Nitecki & Hernon, 2000). Quality can be approached and 

measured from different stakeholders' points of view: service suppliers, client base and blended 

(beneficiary and supplier base). However, client based evaluation method got wide prevalence 

and appreciation recently. This methodology gives privilege to library clients and strengthens 

them within the procedure. This approach is solely based on the accepted faith “only customers 

judge quality; all other judgments are essentially irrelevant” (Zeithaml et al., 1990, p. 16).  

Library researchers have picked this methodology from business division because 

marketing sector researchers have made countless research in this respect. Several researchers 

(Chweh, 1981; Hernon & McClure, 1990; Nitecki, 1993, 1995, 1996; Nitecki & Hernon, 2000; 

Oldman, Mary, & Wills, 1977; Taylor & Voigt, 1986; Whitehall, 1992) advocated that user is 

the greatest referee for assessment of quality of library services. Nitecki (1996) further added 

that collection based service quality assessment of libraries has become obsolete (p. 182). 
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Rani (2008) was of the view that influx of new material and technology demanded for 

evaluation and assessment of college library services. Hussain, et al. (2011) suggested that 

college organization should arrange user’s survey at regular intervals to assess service quality 

of college libraries. Hossain (2016) revealed that library service quality evaluation and 

satisfaction in academic libraries is related to four basic dimensions: caring, competence, 

resources and library as place. The researcher introduced an instrument and identified a new 

item scale “ real service expectation”  for assessment of service quality and user satisfaction in 

academic libraries consisting on twenty six items including nine for caring, five for 

competence, seven for resources and  five for library as place. Yi and Daoquan (2012) 

concluded that college library management should take some measures in order to enhance 

service quality in college libraries. User oriented service ideas should be set up to enhance 

quality first and then service. Teaching and training should be provided to strengthen quality 

system, quality theories, and quality standards. Consequently, service quality project system 

should be created. Xia (2006) proposed that college library should set up a sound management 

system by standardizing behavior of library staff, establishing user oriented system of library 

services by considering the user supreme. 

After the initiation of LibQUAL, a significant trend of library service quality 

assessment has been moved to user-oriented assessment. LibQUAL is being utilized by 

libraries for measurement of their service quality since 2000. Research libraries initiated an 

organized assessment of service quality keeping users as the focus with the start of the 21st 

century (Kyrillidou, 2002). This got sudden increase as Texas A & M University developed 

LibQUAL instrument with the collaboration of Association of Research Libraries (ARL). 

According to this scheme, libraries need to measure all types of services from users’ viewpoint 
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because they can judge library service quality in a better way. Orr (1973) is advocate of this 

approach and suggested that “when users have a high regard for the library’s capability, they 

are more likely to make their unmet needs known to staff” (p. 326). Libraries serve close to 

storehouse without users’ opinion (Altman & Hernon, 1998). Service quality is normally a gap 

investigation, or the gap between client’s desires and perception about a particular library and 

its services (Hernon & Whiteman, 2001). Quinn (1997) considered that service quality models 

are used in non-profitable atmosphere of the academic library.  

From the above debate, it is obvious that the customs of assessment have been 

generated in “which colleges and universities demonstrate accountability and engage in 

planning to balance the service expectations of customers and the collection objectives of 

libraries, and to control expenditures for technology” (Hernon, Nitecki, & Altman, 1999). It is 

obvious to mention that user centered library service quality is the perfect and popular method 

for measurement of library service quality.  

Baker and Tayler (2013) reported that efforts of Earltham college libraries regarding 

library services are valuable and effective as compared to other institutions but they still need 

improvement. The study by Jayasundara, Ngulube, and Minishi-Majanja (2009) recognized 

that responsiveness, steadiness, building environment, furniture and other physical facilities, 

collection and access, technology, web service, and service delivery were quality area which 

can be utilized to anticipate client fulfillment of academic libraries. Clausen (2013) stressed 

that academic library should provide open access and enhance their collection with the 

inclusion of electronic material and networked information along with print material to provide 

quality services to its clients. The author further suggested that librarian working in academic 

libraries should play their role as a professional academic librarian. The Association of College 
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and Research Libraries (ACRL, 2012) research planning and review committee identified ten 

top trends for academic libraries i.e. “communicating value, data curation, digital preservation, 

online education in higher education, information technology, mobile environments, patron 

driven e-book acquisition, scholarly communication, staffing, user behaviour and 

expectations” (pp. 311-316). Evaluation of collection and acquisition process is very important 

for an academic library. Therefore, academic libraries should locate the well-organized ways 

for this purpose to maintain their quality of service (Danielson, 2012). Walters (2013) is of the 

view that libraries must exercise multiple methods like vendors’ interfaces, publishers and 

libraries catalogues and resource discovery tools to access to electronic material 

Einasto (2009) introduced a service quality assessment instrument UTLib Qual to 

assess service quality of academic libraries on four quality dimensions: “quality of 

environment, information resources, access, and staff”. Students visit academic library for two 

main purposes- One is study and research and the other is reading for relaxation. Libraries 

should provide more free rooms for students to relax and communicate and should act as 

community centres and public places for training democratic spirit in students (Fang, 2008 & 

Ajidahun, 2006). Usually, academic libraries are facing the challenges of access and services, 

research and instructions, collection development, cooperation and administration, staffing and 

training. Academic librarians can overcome these challenges by encouraging behaviour, a solid 

service delivery, mastery in both paper and electronic atmosphere, and market based outlook 

(Foo, Chaudhry, Majid, & Logan, 2002). Academic libraries ought to reproduce and encourage 

the incorporation of the research and writing process, re-arranging services and service 

deliverance units to reveal better scholar conduct. Tutorial sessions connecting three persons: 
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a librarian, student, and a writing centre tutor can enhance productivity and quality of Scholarly 

and research writings (Palomino & Gouveia, 2011). 

The National Knowledge Commission in India has played its role to develop academic 

libraries to meet the challenges of current information communication and technology (ICT) 

era where the nature, role, and focus is converting from information storage to access, and this 

paradigm shift is necessary for overall development of library services for their existence 

(Bhatt, 2009). Computerized revolution has considerably changed the general picture of 

libraries in the 21st century. This represented a challenge to academic libraries to digitize their 

services and assets through suitable information and communication technology (ICT) 

application to remain pertinent (Abubakar, 2011). Lemaistre, Embrony, Van Zandt, and Bailey 

(2012) suggested that status quo is not favourable for librarians in the era of new technology. 

Librarians should take proactive steps to avoid negative impact of technological change on 

reference librarianship.   

Physical environment of the library is a key factor to improve service quality of 

libraries. The main factor in this regard is the available space to perform different functions of 

a library. Nitecki (2011) work on “space assessment as venue for defining the academic 

library” indicated three core functions of libraries on which space assessment criteria should 

be established which include space for accumulation, space for service, and space for learning. 

Assessment of library space in virtual environment is more complex task. It should be based 

on assessment of needs, behaviour, and activities of its users to learn and to create new 

knowledge with information. Valentine (2007) is of the view that inadequate attention was 

paid to academic libraries in North Carolina due to prevailing view of south of low investment 

in education and thus lack of libraries result in non-academic cast of mind. By 1860, North 
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Carolina and southern colleges had books in acceptable but not sufficient supply. 

Balasubramanian and Batcha (2011) concluded that insufficient fund allocation factor had an 

impact on provision of the valuable and efficient library services in academic libraries.  

Librarians recognize that they have to take some measures for libraries to keep them 

essential in future. So considering library users as customers, libraries need to apply total 

quality management (TQM) approaches for best service delivery to the users to earn their 

custom and loyalty. McGuigan (2005) concluded that if we deal academic library users as 

customers, we find that education, research, access to library collection and services are 

inappropriate in today’s world.  

Kaushik and Bhargava (2012) indicated that the majority of the library users was 

satisfied with the physical environment like seating capacity, reading area environment and 

climatic conditions; documents collection like book collection, current journal, papers and 

magazines; library services like circulation of books; library staff behaviour like cooperation 

and knowledge of resources by the staff. However, dissatisfied with computer and printing 

facilities and back volumes, and have moderate opinion about OPAC, the internet and 

helpfulness of library staff to locate material in their respective academic libraries. Bird, 

Crumpton, Ozan and Williams (2011) indicated that librarians did not recognize any problem 

of lack of library instruction regarding vocational/technological students because they work 

honestly with faculty to design suitable personnel course for the library users. 

Library instruction is vital for libraries to provide better services to its clients. A user 

aware of the use of library can better use the resources than others can. Begum (2005) is of the 

view that if customers want maximum benefit from an academic library, they must know how 
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to utilize it. In this way, appropriately arranged user instruction is an unquestionable 

requirement for an academic library. For this purpose, libraries have devised users’ information 

literacy programme to educate them in library use. Assessment of this programme is as 

necessary as their development. The library users demanded that user education/information 

literacy courses be introduced regarding e-resources and services (Mirza & Mahmood, 2012). 

Balasubramanian and Batcha (2011) concluded that inadequate fund allocation had an 

impact on the provision of successful and resourceful library services pursued by “inadequate 

staff structure”; “lack of adequate management”; “lack of adequate infrastructure facilities”; 

“delay in implementing IT initiatives”; “lack of co-ordination among library staff”; “lack of 

technical knowhow in ICT enabled services”; and “subscription of international journals”. 

Asogwa, Ugwu, and Ugwuanyi, (2015) concluded that equipment/ facilities as well 

services delivered to users did not meet their required electronic information needs. The major 

restrictions for effective use of existing electronic services and facilities were the inadequate 

computer terminals, poor Internet/network services, low ICT skills and competencies among 

students and some staff. The major issues faced by Nigerian academic libraries are poor 

funding, misappropriation of available small funding, insufficient power supply and 

technological obsolescence. Lou and Bour (2015) conducted a survey research at the 

University of Education, Winneba in Ghana to evaluate the reference service from user’s point 

of view. It was shocking to note that 42.6 % of library users did not use reference service due 

to the lack of knowledge about the availability and use of service. The majority of the users 

used reference service for class assignments, personal interests and using library facilities. The 

overall perception of users about this service was positive. They found librarians more helpful 



44 

 

relating to customer service than performing professional tasks. The researchers suggested for 

professional training for librarians. 

Providing quality services and assessing the rate of their success is an important task 

of academic libraries (Hossain, 2016). Corrall (2017) found that main recurring themes 

emerged for library space assessments in academic libraries were access, functionality, 

navigation and technology. Pan, Ferrer-Vinent, and Bruehl (2014) demonstrated that academic 

faculty and librarians should move for assessment of student learning beyond their established 

functions and duties and try student learning effect assessment from an inter-disciplinary point 

of view. 

Chen (2016) found that library needs to compensate more consideration to “Empathy” 

as compared to “Reliability”, “Responsiveness” and “Assurance” aspects. Einasto (2014 & 

2017a) revealed that consistent feedback and successful communication through dialogue and 

participation provide confidence to e-service users. Einasto (2017b) concluded that e-service 

quality assessment is a multi-dimensional task and is not a standard practice in academic 

libraries. Einasto hoped that eUTLib Qual will provide useful guidelines to library managers 

in respect of e-service quality level measurement, proper tasks setting, adequate resource 

allocation and efficient execution of library operations.  

Kirn and Diljit (2012) revealed that library should especially consider basic library 

services like reference and bibliographic services in addition to technical aspects of service 

provision in web based environment. Ahenkorah-Marfo and Akussah (2016) studied that 

traditional method of service deliverance was comfortable mode for academic librarians 
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instead of social media use. According to Carlin (2016) “customers are more than a source for 

data collection; they are the reason for the existence of libraries”. 

2.4.1 Gap between Users’ Expectations and Perceptions 

Users’ expectations are the wishes of library users regarding the receipt of service, 

whereas perceptions are the opinion of users about actual delivery of service from a library. 

The difference between perception score and desired score is called service gap (Cook at el 

2013; Goud, 2013; Rehman, 2012a). This service gap is a key to measure the quality of service. 

If perceived score for any service is equal or beyond the desired level, then the service is fine.  

Conversely, if the perception score is below the desired level, then the service is considered 

poor.  It means that library is not meeting the requirements of users according their desires. 

The major purpose of service quality assessment is to reduce the gap between users’ desires 

and actual service provided. Arshad and Ameen (2010) explains this phenomena with the 

following equation 

Q = P-E 

Where Q denotes perceived quality, and P and E, indicate consequent scores of 

perceptions and expectations. In 1988, a 22-point instrument SERVQUAL was first developed 

for measuring service quality of business and vending organizations (Arshad & Ameen, 2010). 

Nitecki (1995) used SERVQUAL instrument for academic libraries first time for his PhD 

dissertation. Based on SERVQUAL, a new instrument LibQUAL was conceptualized for 

service quality assessment. 

A variety of tools are available to measure the quality of college library services like 

SERVQUAL and LibQUAL etc. Various researchers (Cook & Heath, Thompson, & 
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Thompson, 2001; Thompson & Cook, 2002; Thompson, Cook & Heath, 2003; Thompson, 

Cook, & Kyrillidou, 2005; Thompson, Cook & Kyrillidou, 2006a; 2006b; Thompson, 

Kyrillidou, & Cook, 2008; Hernon & Altman, 2010; McCaffrey, 2013; Jackson, 2015; Natesan 

& Aerts, 2016; Atkinson, 2017) validated that LibQUAL is valid and reliable tool to assess 

library service quality. Besides, Johnson (2007), Helgesen and Nesset (2011), Kieftenbeld and 

Natesan (2013), ARL (2013), and Dahan, Taib, Zainudin, and Ismail (2016) declared that 

LibQUAL measures college library services in three dimensions: (a) “affect of service (users’ 

contact with library staff)”; (b) “information control (availability of required resources with 

easy access)”; and (c) “library as place (the physical environment)”.  Xi, Zhao, HU, Tong & 

Bao (2018) indicated on the basis of two case studies that modified LibQUAL+ is suitable for 

assessing Chinese University libraries. Choshaly and Mirabolghasemi (2019) found affect of 

service as the most important predictor of library user’s satisfaction. The researchers also found 

a significant and positive affect of information control and library as place dimensions on 

overall satisfaction of library users. Ramezani, Ghazimirsaeed, Azadeh, Bandboni, and 

YektaKooshali (2018) found a significant correlation between three dimensions of service 

quality and service superiority gap of LibQUAL and geographical regions of Iran. Also, a 

significant correlation was found between the gaps of services and three aspects of LibQUAL 

model and published years. Rehman, Kyrillidou, and Hameed (2014) concluded that three-

factor model LibQUAL fits in Pakistani context for evaluation of library service quality. 

In the perception of this construction, service quality may be described as the gap 

investigation between users’ perceptions of service they really received and desired 

expectations of service quality. If performed service is below the expected service level, then 

a negative gap occurs, whereas if performed service has fulfilled or exceeded the desired 
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service level then a positive gap is found (Morales et al., 2011). Heath, Cook, Kyrillidou, and 

Thompson (2002) examined users’ expectations and perceptions of library service quality. 

Twenty thousand four hundred and sixteen (20,416) participants from 43 institutions 

participated in the survey on 25 LibQUAL items. The researchers established that there is a 

difference in users’ perceptions and expectations between large and small size libraries. It was 

interesting to know that large size libraries had low perceptions and high expectations for 

users’. On the other hand, users of small size libraries had high perceptions and low 

expectations. The different user groups (faculty, undergraduate and graduate) show generally 

similar expectations and perceptions except on library as place (LP) dimension. Library as 

place (LP) dimension is more important for undergraduate than faculty.  

Gathoni and Van der Walt (2019) found that the expectations of Aga Khan 

University library users are higher than their perceptions. The results indicated service quality 

gaps in number of services offered by the library.  Nadiri and Mayboudi (2010) found that 

users’ perceptions were lower than desired level of expectations resulting in negative service 

superiority gap (SSG). The library users were satisfied with affect of service (AS) dimension 

but dissatisfied with information control (IC) and library as place (LP) dimension. Asemi, 

Kazempour, and Rizi, (2010) concluded that academic library users in Iran had overall high 

desires than perceptions. However, users have higher perception in information control (IC) 

dimension than other dimensions. Library as a place (LP) dimension is considered to be weak 

by library users. It is note able that these results have also been confirmed in user’s comments 

in open-ended questions. Ziaei and Korjan (2018) found that the overall quality of Tabriz 

Central Library is more than the minimum expected level of users and there is little gap 

between existent level and the maximum expected level. Jager and Gbadamosi (2013) 
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demonstrated that students in every one of the three universities recognize significant gap 

between perceived importance and the real experience of students in both South Africa and 

Swaziland, with the genuine experience being lower. Khan (2012) conducted a survey to know 

the users’ opinion about library collections, organization, facilities, and traditional and IT 

related services at Aligarh Muslim University (AMU), Banaras Hindu University (BHU), 

Allahabad University (ALU) and Baba Bhim Rao Ambedkar University (BBRAU).  The users 

were overall satisfied with library services at old centralized libraries. However, they were not 

satisfied with collections at newly centralized library at BBRAU. Ata, Rehman, Safdar and 

Jawwad (2019) found that majority of library users of Government College University Library 

Faisal Abad are not satisfied with library collection, current subscribed research journals, 

physical access of library, and skills and behavior of library staff. Liu (2013) found that in 

order to fulfill the requirements of international students, library required to improve their 

collection development, construct bilingual environment both for physical and virtual space, 

arrangement staff training and starting user education courses. Nzivo and Chuanfu (2013) 

discovered that international students in China has fairly well perception about interlibrary 

loan facility,  access to the subscribed databases, and efforts chased to make library information 

available. The study highlighted the need for marketing Chinese academic libraries sources 

and services in order to make library users’ aware about academic library and internet services.  

Bayer and Llewellyn (2011) provided some tips to satisfy library users and pointed out 

that libraries should arrange training programmes for library staff. Library staff can attract 

more library users to their libraries and can entertain their confidence by greeting every 

customer, carefully listening their quarries, providing quick response and just saying thank you 

at the end of deal. Soria (2013) concluded that the majority of undergraduate students regarded 
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libraries as essential to complete their research projects. Yousef (2010) found that the majority 

of the faculty regardless of their type, academic qualification, academic status, educational 

experience and gender effect has positive attitude towards collaboration with librarian in the 

areas of collection development, information literacy and library services.  

Asogwa et al. (2015) found that equipment/ facilities as well as services delivered to 

users do not meet their required electronic information needs. However, Lou and Bour (2015) 

found that the overall perception of users about reference service was positive.  

Oliveira (2016) found that the students have different preferences for different type of 

library services such as study space preferences e.g., some of the students like to study in a 

group and others do prefer individual study. The highest negative gap was found on IC and the 

lowest on LP dimension. Latest books and needed periodicals were the highest negative gap 

services. Sahu (2007) found that the library users were commonly satisfied with library 

services except communication and responsiveness dimensions. The main submissions persist 

on current publications and appropriate re-shelving of books.   

Nzivo and Chuanfu (2013) indicated that international students in China have different 

intentions, and the requirements for information resources as well as library services. The study 

further pointed out that the students use textbooks and journals as the most ideal resources to 

fulfil their class work and research information needs respectively. Balasubramanian and 

Batcha (2011) found based on 900 responses that greater number of the respondents is most 

satisfied by circulation and newspaper clipping services, whereas they are dissatisfied with 

OPAC, reprography and interlibrary loan services. The ICT based services has second level of 

satisfaction. Kaushik and Bhargava (2012) found that the majority of the respondents was 
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satisfied with physical infrastructure (seating capacity, reading area environment and climatic 

conditions) except computer/printing facilities. The majority of the respondents was satisfied 

with library collection (book collection, current journals, newspapers and magazines) except 

back volumes. In the case of library services, the majority of the respondents was satisfied with 

circulation services, whereas dissatisfied with OPAC and Internet services. The majority of the 

respondents had positive feeling about library staff (helpfulness of staff to assist readers in 

retrieving and searching library material and required information, and knowledge of resources 

by the staff). It is also mentionable that a significant number (one third) of the respondents was 

not satisfied with the helpfulness of the library staff to the departmental libraries.  

Ahmed and Shoeb (2009) exposed that library is not fulfilling even the library users’ 

minimum expectations. There was the biggest lacuna regarding library collection and staff 

connected services. The faculty showed high expectations with library service quality and 

hence a largest gap occurred in this group. The items that were expected the highest were: 

“space that enables quite and calm study”, “equipment are modern and in good condition”, “a 

comfortable and inviting location”, “convenient opening hours” and “library website contains 

necessary information” . 

Goud (2013) revealed that RYM engineering college library Karnataka state India had 

negative gap on overall service quality. Libraries did not fulfill the desired expectations of 

undergraduate students, graduate students and faculty members. AS dimension had the highest 

negative gap, whereas LP as the lowest negative gap. IC dimension was moderately perceived 

by library users.  Zha, Zhang, Yan, and Xiao (2014) explored the effect of individual 

differences on users’ perceptions of Chinese virtual communities in terms of e-quality and 

affinity from both physical and psychological perspectives. The study found no significant 
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difference based on position for all e-quality and affinity constructs. Though, a significant 

difference regarding users’ perception of system quality and service quality was found based 

on age. Ahmed and Islam (2012) found that users were overall satisfied with library services. 

However, the users demanded for more reference books and new edition of books, more 

printing facilities, prayer room, closed-circuit television (CCTV) cameras to improve security, 

and the extension in service hours and book lending period. 

Yanbu Industrial College (YIC) is successful in fulfilling the needs of faculty members, 

researchers, management and students for easy access to all the available resources in 

Integrated Library System. However, libraries are facing the problems of lack of library 

material, more services requirements, and limited staff (Ali & Rehman, 2o12).  Kachoka and 

Hoskins (2009) found that Chancellor College Library, University of Malawi had negative gap 

regarding all service quality dimensions; AS, IC, and LP with the highest gap for IC dimension. 

It indicated that expectations of undergraduate students were higher than the perceptions 

regarding the quality of service. The top negative service gap items were “modern equipment”, 

“adequate print and electronic resources”, and “silent study environment”. Lou and Bour 

(2015) conducted a survey research at the University of Education, Winneba in Ghana to 

evaluate the reference service from user’s point of view. It was shocking to note that 42.6 % 

of library users did not use reference service due to lack of knowledge about availability and 

use of service. The majority of the users used reference service for class assignments, personal 

interests and using library facilities. The overall perception of users about this service was 

positive. They found librarians more helpful relating to customer service than performing 

professional tasks. The researchers suggested for professional training for librarians. Haruna, 

Kiran and Tahira (2017) indicated that perceived web based service quality and service value 
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demonstrate no statistically considerable influence on user trustworthiness. Dahan et al. (2016) 

used LibQUAL model and examined that overall service quality gap was positive indicating 

higher perceived service quality level of library than their desired level. As a result, users were 

satisfied with the services provided by the library. The higher positive gap was found with AS 

dimension followed by LP dimension. The least positive gap was observed across IC 

dimension. 

Thorough examination of above studies revealed that some studies (Dahan et al. 2016; 

Nzivo & Chuanfu, 2013; Ahmed & Islam, 2012 ) found positive attitude of library users about 

library service quality, whereas some studies indicated that users (Asogwa, 2015; Nadiri & 

Mayboudi, 2010; Kachoka & Hoskins, 2009; Ahmed and Shoeb, 2009) had a negative gap 

about LSQ. Some studies (Goud, 2013; Kaushik and Bhargava, 2012; Asemi, 2010; Sahu, 

2007; Oliveira, 2016)) provided mixed results. Overall, library users wanted peaceful and 

comfortable environment with proper study space, and heating, cooling, and lighting 

arrangements. They required sufficient library material, interlibrary loan facility, and library 

instructions services etc. in their libraries.  

2.4.2 Difference on Library Service Quality based on User Types 

To make dependability and certainty among library clients, library organizations need 

to distinguish as well as comprehend the resemblance and contrasts on library service quality 

amongst diverse categories of library users. The services requirements of all library clients 

groups should be adjusted in the light of their particular requirements and needs at personal 

level. There are different user groups in college libraries. Important user division comprises 

undergraduate, graduate students, and faculty. Undergraduate students are not given due 

importance as compared to faculty and graduate students in general. Faculty is more powerful 
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as compared to students and is given more importance in the library. It is extensive to discuss 

about the similarity or contrast of various library user's classes regarding their expectations and 

perceptions about library service quality. Cook and Heath (2001) established that various types 

of clients have no significant difference on perceived library services. Thus, they reflect a same 

thought regarding service quality in libraries (Cook et al. 2001). Dole (2002) conducted a 

LibQUAL survey accompanied by two focus group interviews and reported non-availability 

of significant difference on library service quality between the perception of faculty and 

students. Moreover, the two groups showed their expectations about “updated building”, 

“remote access to libraries online catalogue and online databases”, “modern equipment”, “easy 

access to collection”, and “a proactive and caring library staff”. Johnson (2007) reported that 

expectations and perceptions of students revealed no significant difference about “Waubonsee 

Community College” library. Likewise, Sharma, Anand, and Sharma (2010) found no 

considerable difference regarding perceived service quality with respect to age and academic 

qualification. 

Boykin (2002) pointed out on the basis of LibQUAL survey results that students and 

faculty had different perceptions in a few library service quality areas. Faculty had positive 

perception, whereas undergraduate students had negative gap in perception in areas: 

“providing servicers as promised”, “keeping users informed about services”, “easy access to 

information for independent use”. The study also observed that perception of students and 

faculty about “library as place (LP)” dimension was pursuant to their expectations. However, 

there was a gap in this research in mentioning the categories of participating users in the study 

and the ratio of responses received.  
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In contrast to above-mentioned studies, Hiller (2001) highlighted that there was 

difference in perceptions, needs, and priorities among different categories of users. Various 

survey results found difference on entire quality of service as well as LP dimension between 

“faculty” and “undergraduates”. The study also showed that undergraduate students demanded 

high expectation with LP dimension. Peterson et al. (2004) established considerable difference 

among “faculty”, “graduates”, and “staff” with faculty having high perception score than 

graduates. Similarly, Hitchingham and Kenney (2002) found variation in perception among 

three core user groups: faculty, graduates and “undergraduates”. The study also observed that 

graduates were more satisfied as compared to faculty and undergraduates regarding overall 

service quality. The undergraduates had high perception into personal control dimension, 

whereas graduates had high perception and faculty had low perception about LP dimension. 

Cook, et al. (2008) reported the LibQUAL survey results of five French institutes regarding 

which users’ perceived different opinion across IC dimension. Faculty was the most 

dissatisfied user group found in the study. Ping and Edzan (2008) discovered that 

undergraduates of year one and faculty members were satisfied as compared to undergraduate 

students of years two and three, and the postgraduates who were less satisfied with the 

collection and services.  

Haddow (2013) conducted a quantitative study on academic library use and student 

retention and found that undergraduate younger students accessed authenticated library 

resources higher than mature age students did. The study also found that the retained students 

use library resources more than withdrawn students. Moreover, retained students use library 

less in their second year of study than first year. 
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Rehman (2012b) concluded that faculty had the highest and graduates had the lowest 

expectations with library services. It was amazing that the highest desired expectations were 

found with LP dimension and least with AS dimension. The IC dimension was measured 

moderately important. Rehman and Sabir (2012) found that faculty, undergraduate and 

graduate students had no difference overall in service quality gap. Users of all three types had 

higher negative gap for all library service quality dimensions identified in LibQUAL: AS, IC 

and LP. 

Mirza and Mahmood (2012) concluded that significant difference had been observed 

about satisfaction with electronic sources and services among different categories of library 

users. Chow et al. (2012) found that traditional and virtual library users had significant 

difference in their information needs. Ping and Edzan (2008) found   that users were quite 

satisfied with collection and services of the library. 

Kachoka and Hoskins (2009) concluded that Chancellor College library could not do 

well in all the LibQUAL service quality measurements in particular: “affect of service”, 

“library as place” and “information control”. The expectations of undergraduate college 

students were found higher than perceptions regarding library service quality. Patra (2016) 

found that the students of Asanol Engineering College West Bangal were satisfied with overall 

library services. Stvilia and Gibradze (2017) indicated that undergraduate students regarded as 

the access to “information and computer resources”, and “study support services” the vital 

library services provided. Helgesen and Nesset (2011) concluded that students had varied 

perception up to 85% regarding three LibQUAL dimensions “(Affect of Service, Information 

Control and Library as Place)”. Soria, Fransen and Nackerud (2014) found that students had 

higher grade point average (GPA) and retention on average that used academic library services 
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and resources, at least, once during the academic year than their seniors who did not utilize 

library services. Four library use areas: database logins, book loans, electronic journal logins, 

and library workstation logins were constantly linked with students GPA. Ali and Rehman 

(2012) found that Yanbu Industrial College (YIC) was successful in fulfilling the needs of 

faculty members, researchers, management and students for easy access to all the available 

resources in Integrated Library System.   

Shao and Scherlen (2011) revealed that academic librarians in China were firmly 

involved in enhancing services for foreign scholars and students and trying to fulfill their 

information needs. The services provided by selected academic libraries in Bahawalpur were 

not up to the standard and users’ were dissatisfied with the services (Asghar & Shafique, 2012). 

Franklin (2009) found that services provided in central library were supporting the universities’ 

academic programme by serving faculty, professional, graduate and undergraduate students, 

and staff, whereas regional campus libraries had minor association with undergraduate 

education, academic, research and access services. 

Khan (2012) found that different types of users were overall satisfied with library 

service at old centralized university libraries, whereas students were not overall satisfied with 

services especially related to library collection at BBRAU (a newly established central library). 

However, the students showed their satisfaction with reprographic and online services at 

BBRAU. Ahmed and Shoeb (2009) exposed that library is not fulfilling even the library users’ 

minimum expectations. There was the biggest lacuna regarding library collection and staff 

connected services. The faculty showed high expectations with library service quality and 

hence the largest gap occurred in this group. The items that were expected the highest were: 

“space that enables quite and calm study”, “equipment are modern and in good condition”, “a 
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comfortable and inviting location”, “convenient opening hours” and “library website contains 

necessary information”. The results of the study by Rehman (2012a) found significant 

difference among faculty members, undergraduate students, and graduate students for 

satisfaction with library services. The faculty showed higher satisfaction than graduates and 

undergraduates. Undergraduates were at the lowest satisfaction level among three groups.  

A cursory review of above debate found that some studies (Cook and Heath, 2001; 

Cook et al. 2001; Dole, 2002; Johnson, 2007; Rehman & Sabir, 2012) revealed that different 

types of users had no difference on library service quality. However, some studies (Hiller, 

2001; Hitchingham & Kenney, 2002; Boykin, 2002; Peterson et al. 2004; Cook, et al., 2008; 

Mirza & Mahmood, 2012; Rehman, 2012b) found significant difference of opinion about 

library service quality in different categories of library users. 

2.4.3 Gender Effect on Library Service Quality 

Gender variation may influence the expectations and perceptions of library clients 

regarding library service quality. Hoffman and Hurst (1990), and Pulkkinen (1996) pointed out 

that male library users are more hostile, independent and investigative than female library 

users. However, female library users are comparatively highly emotional, less confident, and 

undergo stress at place of work (Babin & Boles, 1998). These behavioural differences in 

gender may result in diverse view though assessing library services. While assessing library 

service quality, these gender differences are normally overlooked in the society. Former 

researchers (Bem, 1981; Meyers-Levy, 1986; Wajda & Hu, 2004; Cheron & Normart, 2010; 

Rehman & Sabir, 2012) observed female preference concentrating the purposes of division and 

utilize more noteworthy labels in their quality of services and goods evaluation. Nevertheless, 
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writings proposed gender based variation and resemblance in expectations and perceptions 

across library service quality. 

Ruby (1996) established high expectations and perceptions with female students as 

compared to male students regarding service quality. Jager and Gbadamosi (2013) found that 

male students were remarkably less satisfied with the library than female students. As regards 

gender differences, the results revealed significant differences between male and female 

respondents in only three variables (sport reputation and facilities, readiness for change, and 

overall satisfaction) of the 17 variables explored in this study. The male showed more interest 

in sports reputation and facilities and they held the perception that the library was ready for 

change, although they were curiously less satisfied overall with the library than their female. 

Mirza and Mahmood (2012) found no satisfaction level difference on gender basis among 

library users with electronic resources and services.  Cook and Thompson (2001) also found 

no gender variation among users’ perceptions about service quality. However, Hiller (2001) 

noted gender differences in access to computer and library instructions. However, some studies 

stated mixed results regarding users’ satisfaction across gender (Heinrichs, Sharkey, & Lim, 

2005). Gender difference was noted in affect of service (AS) dimension. Female library users 

revealed higher desired expectation and low perceptions as compared to male library users 

regarding ‘library as place’ dimension. Hariri and Afnani (2008) conducted a gender-based 

research in Iran Using ‘Persian translated version of LibQUAL’ and data was collected from 

361 users consisting 63 % female and 37 % male respondents. No variation was found between 

gap score of male verses female in this study. The library did not meet the overall expectations 

and desired level of service expectations of both groups. Hence, service gap was found negative 

in general for both gender groups. 
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Yousef (2010) found no significant difference in attitude of faculty towards 

collaboration due to gender. Sharma, et al. (2010) found that there was no considerable gender 

based variation on service quality in Indian academic libraries. Similarly, Posey (2009) also 

noted that difference on the basis of male and female was not found on all service quality 

dimensions. Rehman and Sabir (2012) found that there was no difference seen across gender 

on SSG. Dimension wise analysis show that male library users contain higher negative 

difference on information control (IC) and library as place (LP) dimensions as compared to 

female users. Conversely, female library users contain higher negative gap on affect of service 

(AS) dimension than male library users. Zha et al (2014) found that there is no difference 

between male and female in terms of ‘e-quality (information quality, system quality, service 

quality)’ and affinity with virtual communities. Waqar, Soroya and Malik (2015) found that 

the perception of female library users is higher than male library users about library service 

quality. 

From above debate, it has been concluded that some studies (Waqar et al., 2015; Jager 

& Gbadamosi, 2013; Hiller, 2001; Ruby, 1996) indicated a significant difference in male and 

female user groups regarding library service quality. Though, some studies (Zha et al., 2014; 

Mirza & Mahmood, 2012; Rehman & Sabir, 2012; Cook & Thompson, 2001; Sharma et al., 

2010; Posey, 2009; Hariri & Afnani, 2008) found no gender based difference on library service 

quality. 

2.4.4 Difference in Library Service Quality among Academic Disciplines 

The users have diverse expectations and perceptions with respect to their various 

academic disciplines. Lessin (2004) established a discipline wise assessment and noted that 

users from “education”, “communication”, and “law disciplines” were found satisfied. 
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However, users from “social sciences”, “psychology”, “humanities”, “business”, 

“engineering”, and natural sciences were dissatisfied with library service quality. When 

evaluated with respect to subject discipline, Creaser (2006) discovered noteworthy difference 

on library use statistics, preference and judgment on library service quality. A positive 

correlation was found between subject discipline and inside library services. Based on subject 

discipline, two groups which were found had significant difference in perceptions about library 

service quality. The group one consisting of “business”, “engineering & technology”, “political 

studies” and “social economic” had dissimilar view than from second group which consists of 

“humanities”, “education”, “design and creative arts’.  

According to Lee (2004) the Association of Academic Health Sciences Libraries 

(AAHSL) took part in 2002 LibQUAL survey as consortium. The total number of the 

respondents from core user groups: faculty, graduates, undergraduates and staff was 13,976. 

The study results found that overall all user groups were satisfied with all service quality 

dimensions. Library users had higher perceptions about real services provided. Remote access 

to electronic resources caused a satisfaction gap for cumulative user groups. All types of library 

users were anxious about the off campus access to electronic resources. The users demanded 

for more journal titles, especially electronic journals. They were frustrated and dissatisfied with 

problems associated to remote access. However, the users showed positive perceptions about 

library staff. 

Yousef (2010) found no significant difference in attitude of faculty towards 

collaboration due to academic discipline. Rehman and Sabir (2012) noted significant 

difference of academic disciplines of users for service quality gap.  Due to low expectations 

and requirements, social science users showed positive attitude on service quality as contrast 



61 

 

to other disciplines i.e. health, science, engineering and technology. Mirza and Mahmood 

(2012) found that library users from different academic disciplines had a significant difference 

with reference to their satisfaction about e-resources and services. 

The conclusion of above studies (Creaser, 2006; Lessin, 2004; Lee, 2004; Rehman & 

Sabir, 2012; Mirza & Mahmood, 2012) revealed that library users belonging to different 

academic disciplines had different opinion about library service quality. 

2.4.5 Users’ Expectations with Library Service Quality 

The term expectation is used to recognize prediction in customer satisfaction literature, 

and measured in shape of presentation of a service (Nitecki, 1995). However, expectation is 

interpreted in service quality literature as requirement or desire of a consumer and invoked to 

ideal delivery of service by the organization (Boulding, Kalra,, Staelin, & Zeithaml 1993; 

Parasuraman et al., 1985, 1988). LibQUAL is the best tool to assess library service quality with 

users’ perspective. There is large body of literature available on LibQUAL instrument. Some 

journals (Performance Measurement and Matrices, May 2002; Journal of Library 

Administration, fall 2004; Library Trends Vol. 49, 2001) published special issues on library 

service quality with special reference to LibQUAL based studies. Majority of the articles has 

been published by LibQUAL developers (Colleen Cook, Bruce Thompson, Fred Heath & 

Martha Kyrillidou). A majority of the libraries shared their knowledge to improve library 

service quality and revealed the application process of LibQUAL procedures to assess library 

service quality in their libraries. These documents have been published in various languages 

in different countries. These studies emphasized users’ expectations with highlighting the 

extent to which libraries are fulfilling those expectations. Zeithaml, Berry, and Parasuraman 
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(1993) indicated that users desired expectations” are users’ model expectations that they desire 

to obtain from the library.  

The results of several studies (Cook, Heath, Thompson, & Webster, 2003; Hubbard & 

Walter, 2005; Jaggars, Jaggars, & Duffy, 2009; Boyd-Byrnes & Rosenthal, 2005; Kyrillidou 

& Persson, 2006; Lippincott & Kyrillidou, 2004; Shedlock & Walton, 2004; Wilson, 2004) 

found that users (particularly faculty and undergraduate students) had higher expectations on 

information control dimension. On the other hand, users (excluding undergraduates) had low 

expectations regarding library as place dimension. Some studies (Cook., Heath, Thomson, 

Davis, et al., 2008, 2009; Cook, Heath, Thompson, Green, et al., 2010; Seay, Seaman, & 

Cohen, 1996) found that users had the highest expectations about LP dimension. Arshad (2009) 

found that users had higher expectations on tangibles dimension which include physical 

facilities, equipment, personnel, and materials, and lower on empathy dimension. The highest 

expected items were: "library staff has the knowledge to answer customer's questions", "library 

staff who instill confidence in their users", "convenient library hours". Awan, Azam, and Asif 

(2008) revealed that items "I feel safe in my transactions with library", "library services are 

provided in the promised time" and "staff members of library are always willing to help you" 

were the most desired services by library users. 

Yeager and Kyrillidou (2013, 2014) pointed out that undergraduate students are not 

much interested in getting individual attention from library staff. However, undergraduate 

students and staff had higher desires on community space and group study. Faculty had higher 

desires on print and journal collections. Shoeb (2014) found that users’ desired service 

expectations were not met. The male and female had significant difference in their desires 

regarding SERVQUAL items. Similarly, different types of users i.e. faculty, graduate students, 
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and undergraduate students had also different expectations on library service quality. Ahmed 

and Shoeb (2009) found that users had higher expectations on all library service quality items. 

Different user groups had different expectations with library service quality four dimensions; 

affect of service (organizational), collection and access, library as place, and affect of service 

(personal). 

Goud (2013) revealed that RYM engineering college library Karnataka state India did 

not fulfill the desired expectations of undergraduate students, graduate students and faculty 

members. Mallya
 
and Patwardhan (2018) concluded that college students considered the 

willingness of library staff to help users the highly expected library service followed by library 

staff understands the needs of library users, and library is a gate way for study and 

learning/research. Kachoka and Hoskins (2009) concluded that the expectations of 

undergraduate students of the Chancellor College were higher than the perceptions regarding 

the quality of service. The students had higher expectations with all the LibQUAL dimensions; 

AS, IC, and LP. Ahmed and Islam (2012) concluded that students expected internet service, 

printing service, reading area, and discussion room in the library.  

Helgesen and Nesset (2011) pointed out that library mangers should take some 

measures to fulfill users’ expectations regarding LibQUAL items: (a) a gate way for study, 

learning and research; (b) library space that inspires study and learning; (c) a comfortable and 

inviting location; (d) readiness to respond to users’ questions; (e) employees who deal with 

users in a caring fashion; (f) employees who have the knowledge to answer users’ question; 

and (g) willingness to help users. 
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Sidorko and Yang (2009) highlighted that user’s expected library services were 

information literacy training, research consultations, current awareness service (CAS), services 

for special persons, inter library loan (ILL), library as centre for research, online public access 

catalogue (OPAC), personalized social network interface, attractive physical atmosphere, 

study carrels for single and group study, comfortable reading area with attractive and easy 

furniture, plagiarism awareness, learning commons, institutional knowledge repositories etc. 

Bensal (2014) pointed out that users’ expectations for excellent services from library 

were current awareness service (CAS), CD ROM, reprographic services, online public access 

catalogue (OPAC), physical facilities like sufficient reading area, lighting, heating, ventilation 

etc., circulation counter, and furniture. According to Khot and Patil (2004) users demanded 

standard dissemination of information (SDI), current awareness service (CAS), inter library 

loan (ILL), the availability of journals, and physical facilities.  

Mairaj and Naseer (2013) highlighted the users’ expected library services which 

included: physical facilities (space, furniture, ventilation, lighting, heating and cooling 

arrangements), library collection including periodical collections, organization of library 

material according to a recognized system, reference services, circulation services, better staff 

attitude, proper library timings, a conducive library environment, e-library services, better 

internet access with sufficient bandwidth. Satpathy and Satapathy (2013) found that the 

majority of the users wants e-resources. 

Patra (2016) reported that all respondents expected photocopying facilities. Buckland 

(2008) studied that users’ expectations from libraries include reference services by providing 

periodicals, dictionaries and encyclopedias, atlases, and bibliographies. Ahmed and Islam 
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(2012) investigated that users’ expected additional reference books, new editions of books, 

extension in service timings, increase in period to borrow books, prayer place, quiet library 

environment, the availability of printers, and CCTV cameras for security. Rehman et al. (2014) 

and Rehman (2012b) found that library users expected for print and electronic collection of 

material in the shape of books and journals, library website, latest equipment, quiet and 

peaceful environment for research, and study.  Mahmood et al. (2005) expected the increase in 

library budget to provide better library services. 

Ahmed and Shoeb (2009) discovered that library is not fulfilling even the library users’ 

minimum expectations. There was a biggest lacuna regarding library collection and staff 

connected services. The faculty showed high expectations with library service quality and 

hence a largest gap occurred in this group. The items that were expected the highest were: 

“space that enables quite and calm study”, “equipment are modern and in good condition”, “a 

comfortable and inviting location”, “convenient opening hours” and “library website contains 

necessary information”. Waqar et al. (2015) found that expectations of male library users are 

higher than female library users in responsiveness, reliability and assurance, whereas the 

expectations of female library users are higher than male library users in tangibility and 

empathy dimension. 

Above debate concluded that some studies (Patra, 2016; Ahmed & Islam, 2012; 

Rehman, 2012b; Rehman, 2014; Satpathy & Satapathy, 2013) found IC dimension as the most 

expected library services from college libraries. The study by (Helgesen & Nesset, 2011) 

pointed out that the highest desired expectations were noted with LP dimension and least with 

AS dimension, whereas IC dimension was considered moderately important. However, some 
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studies (Mallya & Patwardhan, 2018; Awan et al. 2008) indicated AS dimension as the most 

expected library service from college libraries followed by LP dimension. 

2.5 Status of Library Service Quality Assessment in Pakistan 

Conducting users’ satisfaction and service quality surveys is not a regular practice in 

Pakistan (Rehman & Sabir, 2012). The researcher perused online databases, search engines, 

catalogues, indexes, bibliographical sources, list of Masters, M. Phil and PhD theses produced 

by the departments of “Library & Information Science” in the universities of Pakistan, and 

“Library and Information Science Abstracts” (LISA) to trace writings relating library service 

quality and user satisfaction literature on Pakistan. During the perusal of literature, it has been 

found that some individual libraries (other than college libraries) touched this topic and 

conducted studies on user satisfaction and service quality. Generally, library performance is 

evaluated by using library statistics like collections size, staff strength, library members 

counting, statistics for borrowed books and number of visitors, etc. (Ismail, Ladisma, Amin, 

Shari, Jusoff , 2009; Weiner, 2005). Some user studies like (Rafi, 2006; Saeed & Ramzan, 

2003; Akhtar, 2007, 2008; Arshad & Ameen, 2010; Rehman et al. 2011; Asghar & Shafique, 

2012) of individual libraries touched this topic.  

Haq (1993) examined the reference services of Quaid-i-Azam public library Lahore 

and discussed about the material, staff and reference sources of the library. The researcher 

advocated the improvement of information services and competency of library staff. The study 

recommended an active and capable reference librarian with adequate reference tools for the 

library. This study was service provider based rather user based. However, Rafi (2006) 

conducted a similar study on this library. This study was user based and found that majority of 

the users’ were satisfied with reference services of the library. However, the researcher pointed 
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out that the users wanted improvement in some print collection and staff services. It is worthy 

to note that study could not identify exact needs and desires of library users from the library 

due to small sample size. 

Majeed (1998) discovered that the majority of library users do not know about the 

library services of the University of the Punjab (PU). The study recommended the 

improvement of library services with special emphasis on automation of library operations, 

and information literacy. Saeed and Ramzan (2003) found that students extremely use library 

for different functions including class assignments preparation, and research and collective 

conference. Users were highly contented with the library services. They demanded for the 

increase in loan duration and library hours along with addition of literature and computer books 

for more development of library. Arshad and Ameen (2010) revealed that users’ perceptions 

were good about “library timings”, “library staff courteous attitude”, “neat dressing”, 

“professional look” and “ability to understand users’ needs”. Rehman, et al. (2011) observed 

that the users were not completely satisfied with reference services at all. However, users 

showed their satisfaction to some extent through reference staff, infrastructure, reference 

sources and services provided by the libraries. The study recommended conducting broad and 

narrow levels research in Pakistan on different facets of reference service. The researcher also 

suggested introducing electronic or virtual reference services to enhance existing level of 

users’ satisfaction. Asghar and Shafique (2012) found that the majority of the users were not 

satisfied with the library services provided in their respective college libraries in Bahawalpur.  

Moreover, libraries had not been provided with latest material, proper computer and internet 

facility, online or CD-ROM databases and specialized services (SDI, CAS, OPAC, etc.). The 
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study suggested the appointment of trained staff in the libraries, use of new technology with 

provision of electronic sources and creation and the maintenance of library website.  

Haider (2004) pointed out that all universities except one in Pakistan had been 

established after the independence. Hence, their libraries were facing the problems of library 

collection, reader services, physical facilities, finance and resource sharing. Jabeen (2004) 

investigated that services provided by academic libraries were insufficient. The main issues 

indicated as the absence of desired opportunity for disable users, lack of area for sources and 

users, obsolete and useless print collection. Saddique (2006) found that user education and 

staff training were further required to improve the services in reference section of an academic 

library. Akhtar (2008) declared that the majority of the users were dissatisfied with the quality 

and arrangement of library stock, availability of physical facilities, users’ services, and 

behaviour of paraprofessional staff. However, they were satisfied with circulation services and 

library membership procedure. Awan et al. (2008) found inconsistency between users’ 

expectations and perceptions during a library service quality survey. Users’ higher expected 

services were “in time provision of library services”, “willingness of library staff to help 

users”, and “feeling safe in transaction with library”. The study recognized considerable 

relationship among five service quality measurements and on the whole of library users’ 

satisfaction. However, a high relation was noted among reliability and empathy (caring and 

personal attention to users) and users’ satisfaction in general. Rehman, Mahmood, Arif, and 

Rafiq (2009) found that faculty and students were satisfied with circulation system, library 

timings, library atmosphere, photocopy facility and library staff behaviour. However, they 

were not satisfied with membership procedure, stock, awareness and capability of library 

personnel, internet, and library website home page. The clients highly demanded information 
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literacy training to improve user satisfaction. Arshad (2009) noted high negative gap generally 

on all survey items but frequently linked with employees services. The study found no 

considerable difference in general on perceptions, and expectations of library users on the 

grounds of their educational level. The survey examined students’ expectations and perception 

with small sample size, and faculty opinion was not obtained. There was also no information 

regarding the resemblance or dissimilarity on the grounds of demographic variables.  

Arshad and Ameen (2010) found that users had high expectations than perceptions, and 

all 22 SERVQUAL statements had difference between expectations and perceptions. Though, 

generally service quality and users’ satisfaction was somewhat good. Especially, users were 

satisfied with library staff “courteous and caring behaviour”. Tangible dimensions; physical 

facilities, equipment, personnel, and communication material were more preferred, whereas 

users considered empathy as the least important dimension than others. 

Rehman (2012) conducted a Ph.D. level research on “Service Quality Assessment in 

University Libraries of Pakistan”. Reportedly, it was the first comprehensive study on service 

quality assessment with users’ perspective in Pakistani university libraries. The researcher 

suggested to do research on other areas of investigation. The researcher used LibQUAL survey 

to collect data from important user groups i.e. faculty, graduate students and under graduate 

students of selected libraries of public and private sector universities of Pakistan. The results 

were drawn based on 1473 useable questionnaires including open-ended responses from 786 

participants. The researcher concluded that Urdu version of LibQUAL was valid, reliable and 

fit in Pakistani context. The results of the study found significant difference among faculty 

members, undergraduate students, and graduate students for satisfaction with library services. 

The faculty showed higher satisfaction than graduates and undergraduates. Undergraduates 



70 

 

were at the lowest satisfaction level among three groups. On the other hand, no significant 

difference was found on the basis of gender. In addition, no significant difference was found 

on overall satisfaction of clients on the grounds of academic disciplines. However, social 

sciences users were found more satisfied than other disciplines on library service quality.   

Shafique, Rehman and Mahmood (2012) revealed that library users were not 

completely satisfied with their relevant library services, though the respondents were overall 

satisfied with the library services. The results of study indicated that the respondents were 

agreed with the declaration, “Library staff is respectful and helpful”, “Opening hours meet my 

needs”, “Borrowing books from the library is easy”, “Library's environment (noise level, 

heating/cooling, lights; furniture, cleanliness, etc.) is conducive to study”, “Library 

membership procedure is convenient”, “Library staff is knowledgeable and competent”, 

“Library collection is adequate for my needs”, “Photocopying facility is adequate”, “Library 

has appropriate reference materials for locating information”. The researchers suggested that 

university libraries of Pakistan should conduct detailed user satisfaction surveys regularly. The 

library users also highlighted many problems in their open-ended responses, which needed 

higher authority’s attention for solution. 

Malik, Danish and Usman (2010) highlighted that an institution can attract many 

students by assuring all the facilities and quality of service with excellence and reliability. A 

broad gap was observed between users’ perceptions and expectations regarding library service 

quality (Rehman, 2013; Rehman & Sabir, 2012). Khan (2006) demonstrated a strong 

relationship between the attitude of librarians and students’ knowledge in using the library 

services and obtaining needed information. Alam, Naqvi and Qureshi (2000) suggested that 

library professional should deal with the problems in a practical way to cope with the 
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challenges of the 21st century. Akhtar (2007) found that inadequate library collections, lack of 

funds, lack of competent staff, lack of cooperation, inadequate physical facilities, limited usage 

of “information and communication technologies (ICT)”, absence of reference and information 

services, and non-availability of standards were obstacles in the provision of better library 

services. Qutab and Mahmood (2009) pointed out that standards for content selection were 

ignored while developing Pakistani libraries websites so they lack uniformity and often miss 

important features. 

Mirza and Mahmood (2012) examined that library users were very satisfied with the 

electronic mail, the internet and OPAC services, whereas moderately satisfied with “online 

databases”, “CD-ROM databases”, “virtual/electronic reference service”, “Current Awareness 

Service (CAS)”, “Selective Dissemination of Information (SDI)”, and “scanning and printing 

facilities”. There was no difference between satisfaction of users on gender basis and 

qualification of users. On the other hand, library users from different categories as well as from 

different faculties have a significant difference concerning their satisfaction about e-resources 

and services. Akhtar (2014) was of the view that libraries were ideal places to implement total 

quality management (TQM) approaches. The researcher concluded that library managers must 

discover suitable methods by evaluating concerns such as organizational culture, competence, 

skills, missions and accessibility of resources and information. Senior management must 

provide their support to apply these approaches and techniques. 

Rehman, et al. (2014) confirmed that library service quality three dimensions: “affect 

of service”, “information control” and “library as place” are well established in Pakistani 

context. Print and electronic collection of material (books & journals) was the desire of 

Pakistani library users. They also demanded library website for easy and remote access to 
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library resources with modern equipment and tools. Likewise, they desired calm and peaceful 

location for personal and collective learning, research and study. Moreover, the users also 

regarded knowledgeable, cooperative and courteous staff as very important. Rehman (2012a) 

found that small library collection created little expectations and users could easily be satisfied 

with limited collection. Rehman (2012b) found that Pakistani users had very high level of 

expectations regarding service quality. They required electronic and print resources that match 

their needs. They also wanted latest equipment to access their required information easily. 

They desired comfortable and easy space/ environment for individual and group study. They 

desired courteous and enthusiastic staff to help them. Rehman (2013) found that none of the 

library services met or exceeded users’ desired level of service quality. The services: modern 

equipment, electronic resources and their remote access, library website to get information 

independently, and the availability of printed material had major negative gap. All of the three 

dimensions had negative superiority gap with IC dimension had largest and LP dimension had 

the lowest negative gap.  

Rehman and Sabir (2012) found that there was no significant difference across gender 

and types of users. However, a significant difference was noted in case of academic disciplines. 

Akhtar and Sanghera (2014) examined the provisions for the implementation of total quality 

management (TQM) approaches in public sector academic libraries of Pakistan. All 

respondents were agreed that a user was a principal focus in libraries. The study recommended 

that library user might be focused to meet his demands through continuous improvement of 

different aspects of libraries according to quality indicators to take academic libraries up to the 

standards of total quality management (TQM). Jan and Sheikh (2014) revealed that the 

implementation of emerging library technologies have positive impact on library services and 
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resources in academic libraries of Pakistan. The major obstacles in the implementation of 

emerging technologies in libraries are inadequate funding for library automation, lack of user 

education programs regarding latest technologies, lack of trained library professional, and 

everyday power failure. Mahmood et al. (2005) pointed out that library budget was provided 

in Pakistan without any prescribed procedure. Majority of the libraries were not satisfied with 

present funding system and demanded for great addition in the library budget to provide a 

variety of services to their clients. Mairaj and Naseer (2013) found that users were satisfied 

with library collection, its organization, reference and circulation services, staff behavior, and 

cooling and heating arrangements. However, they were dissatisfied with library space, library 

timing, library furniture and library environment.  

Marwat, Ahmed and Sabzwari (2016) studied that the majority of the students were 

dissatisfied with services like the internet, Wi-Fi, computer lab and staff assistance within 

computer lab, and library staff attitude, whereas they were satisfied with overall library 

atmosphere, services and library rules. Ata, et al. (2019) found that majority of library users of 

Government College University Faisal Abad Library are not satisfied with existing library 

collection, current subscribed research journals, physical access of library, and behavior of 

library staff, and their skills to do their job.      

2.6 Status of College Libraries in Pakistan 

Service Quality assessment is hardly a practice in college libraries of Pakistan (CLP). 

Therefore, there is a shortage of intellectual material on this important topic of research. 

However, some researchers touched the topic and conducted studies on college library 

services, sources and problems that are being reviewed here. 
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Mahmood and Rehman (2015) found that college libraries in Pakistan are facing a lot 

of problems such as inadequate staff, lack of furniture, insufficient library material, and 

improper shelving of library material etc. They have not proper and purpose built library 

building. Mustaqeem (2002) reported that the libraries of private colleges/institutions affiliated 

with the University of Karachi for BBA and BCS degree program are not up-to-date, well 

organized and automated and the collection in most of the libraries is irrelevant and not meeting 

the needs of their users. The researcher suggested that all these libraries should prepare written 

policy for the acquisition of library material. Library experts should be invited in the libraries 

to visit and get suggestions for the improvement of library services. Libraries should follow 

the standards policy framed by the University of Karachi to play an important role in the 

provision of high standard library services, which could contribute to students’ education, and 

research activities of the faculty. The findings of an analytical study carried out by (Khan, 

2002) on selected colleges affiliated with University of Karachi revealed that the libraries were 

facing multiple problems which included (i) lack of Stock, (ii) staff, (iii) budget, (iv) space, (v) 

interlibrary loan, and (vi) absence of library catalogue which was the major hindrance for 

libraries to play their effective role in education. It was admirable that open shelf system was 

offered in these libraries but proper security system was not available to save library material 

from theft. Bhatti (2010) suggested that specific issues of the users must be redressed so that 

the libraries might provide peace in all walks of life. Khan and Shafique (2011) observed that 

college teachers and administrators wanted information to prepare their lectures, improve their 

personal knowledge and awareness. They get information resources mostly from their college 

library. The teachers complained about the problem of lack of research journals and shortage 

of computer hardware and software. They used print material as preferred format. The college 
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teachers demanded for the provision of computers, CDs, the internet and latest research 

journals in their college libraries. They wanted information literacy workshops and seminars 

to enhance their searching skills. The researchers suggested college librarians to increase their 

competencies and communication skills to offer preferred services to the clients.  

Mahmood (2005) concluded that students were not inspired to use library due to the 

non-availability of library oriented educational system in Pakistan. The researcher 

recommended that effective role of libraries in educational system of Pakistan should be 

revived. Bhatti (2010) highlighted that college libraries mostly develop their collections, 

facilities and services to meet the information and entertainment needs of their users. The 

researcher suggested that seminars and workshops must be arranged to get knowledge about 

specific issues of the users so that the libraries might provide peace in all walks of life.  

Samdani (1993) indicated “college libraries are kept at the end of priorities list prepared 

for educational improvement in Pakistan” (P. 4). Government of Pakistan (1972) prepared the 

Education Policy (1972-80) that pointed out that “library facilities in all educational 

institutions are deficient” (p. 28). Khurshid (1977) indicated that “the college libraries, even 

today, are poorly stocked. The growth of student numbers in colleges is quite high but the 

resulting increase in the reading material is grossly inappropriate to the increased enrolment”. 

Haider (1972) pointed out that “inadequate financial support, unsuitable physical quarters, 

ineffective supervision on the part of directorate of education, poor internal administrative 

control and non-existence of set ideas are the common problems faced by college libraries of 

Pakistan”(p. 411).   
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Many researches for example (Jalib, 1975; Shah, 1975; Siddique, 1975; Lodhi, 1979; 

Zulfiqar, 1978; Khan, 1981; Ahmad, 2002; Shafi, 2002) had been conducted on college 

libraries by master’s students to complete their thesis for Master’s degree. Jalib (1975) reported 

that “a majority of the college libraries are deprived of proper space, stock, staff, and budget”. 

Shah (1975) conducted a survey to study the existing situation of degree college libraries in 

the Punjab to complete his master’s thesis. The researcher concluded that most of the degree 

college libraries in the Punjab had inadequate financial support, space and staff. More than half 

of the libraries were not fully organized and were poorly stocked. The study recommended 

appointment of a committee to formulate the minimum standards for degree college libraries 

in order to regulate all the library affairs in efficient manners. 

Siddique (1975) in his master’s thesis entitled “Role of College Library in College 

Teaching” reported that “neither there is any uniform procedure of book selection nor there 

exists any provision of weeding out obsolete material”. Based on a survey, the researcher 

recommended the provision of a sufficient annual budget to purchase new books and journals. 

Moreover, provision should be made to weed out obsolete material to facilitate the growth of 

live and functional collection. Zulfiqar (1978) reported that the “collections are properly 

accessioned but not fully classified and catalogued due to inadequate staff. Material is not 

properly organized in most of the libraries”. The study recommended adequate financial 

support, independent centrally located library building, and proper professional and 

paraprofessional staff for college libraries. Lodhi (1979) reported that “there is not a proper 

policy for write- off of old and unserviceable books. Library committees are not active in some 

colleges and libraries are facing the problems of lack of furniture to fulfill the dire needs of 

readers”. Khan (1981) mentioned that “The process of acquisition of library material is 
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unsatisfactory in the college libraries”. Ahmad (1984) conducted a survey and concluded that 

“No library in the Punjab has a purpose-built library building (p.62). The situation of college 

libraries is very disappointing because of inadequate financing and lack of recognition by 

college administrators of the concept of the library as growing organism” (p 73). Khan and 

Wightmaan (1988) proposed that in an ideally composed library committee the librarian should 

be dynamic, resourceful, tactful, graceful and diplomatic person. Siddique (1990) developed a 

working policy for college libraries and observed that rules and regulations governing college 

libraries were not available in a consolidated and compact form.  

Samdani (1993) indicated that the poor condition of college libraries was due to the 

poor planning, non-availability of proper library building and furniture, lack of budget, staff 

and technical books /equipment etc. The researcher suggested for proper planning of libraries 

at the time of establishment-of a college. The researcher also recommended that a post of 

deputy director libraries would be created in college directorate of each division to deal with 

the matters of libraries (pp. 6-7). Mahmood et al. (2005) found that the majority of the college 

libraries were not satisfied with present funding system due to the non-availability of any 

prescribed formula for allocation of funds to the libraries. Libraries required for immense 

increase in the library budget to provide a variety of services to their clients. Haider (1996) 

was very anxious about the situation and stated that “the college libraries as a whole present a 

gloomy picture. The resources of college libraries are neither adequate nor up-to-date. Existing 

resources are not organized on scientific lines. Libraries are run single-handed. In rare cases, 

college libraries have their own separate building” (p. 211). 

Qazi (2000) indicated that library Government Girls College Larkana was not housed 

in a separate library building and was facing the problems of shortage of space, lack of funds, 
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shortage of professional and non-professional staff, absence of classification and cataloguing. 

Ahmad (2002) concluded that Sadiq Egerton college library Bahawalpur was facing the 

problems of insufficient and improper library building, shortage of books with respect to 

readers, library budget, shortage of staff etc. Shafi (2002) conducted a research on the library 

of government degree college Ali Pur district Muzaffargarh for the partial completion of his 

master’s level at university of Balochistan, Quetta. The researcher concluded that library was 

not classified as well as catalogued. The post of librarian was vacant and a teacher performed 

the duties of library incharge. As a result, library was opened occasionally. The library building 

was insufficient and narrow. The book issue system was also in-adequate. The collections of 

colleges are not up to the mark and most of the posts of librarians are vacant in college libraries 

of Pakistan (Government of Pakistan, 2017, p.94). Farooqui (2009) expressed that the officials 

of the Government with responsibility to improve the educational standards were least 

concerned to address the need for libraries. The Finance department of the Punjab endorsed 

the verdict of National Education policy 1972-80 vide their Notification No. FD/SRI 10-24/70 

dated 23-10-1972 and accepted the college librarians as college teachers. Nevertheless, it is 

fact that the Punjab Government authorities are making hindrance in the implementation of 

these decisions. However, it is ambitious for college librarians that the Government of the 

Punjab has approved the case submitted by the Punjab College Library Association (PCLA) 

for service structure from BS.17-20 after 10 years of its submission. College librarians are 

pleased to enjoy their promotions with the implementation of this service structure. However, 

a great number of posts of librarians are still lying vacant in college libraries in Punjab province 

and needs special attention of authority to fill in.  
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An assessment of all the five-year plans and education policies taken together reveals 

a common trend toward libraries. Every plan and policy acknowledges the great importance of 

libraries with a purpose-built library building, reasonable collection of books, research journals 

etc. and equipped with a well-qualified and trained library professional to improve the system 

of education in Pakistan. However, it is a fact that education and especially libraries are kept 

at the least priority list in allocating budgets in Pakistan. As a result, proper funds were not 

allocated for college libraries in the past to upgrade them and make them able to cope with the 

challenges of new age. A cursory review of literature indicated that the college libraries are 

facing many problems. They have not proper and purpose-built library buildings. They are 

facing the problems of inadequate staff, lack of furniture, insufficient library material and 

improper shelving of library material etc. However, these researches have been conducted in 

the far past. It was a dire need to conduct a research that can provide latest information about 

the assessment of quality of service in college libraries of the province of Punjab particularly 

and in Pakistan generally.  

2.7 Summary of the Chapter 

Many researchers described the concept of service quality. However, there is a lack of 

an agreed upon definition on service quality. However, library service quality is defined as a 

difference between library users’ perception of actual services received and desired 

expectations about the services. Conventionally, the library service quality is being assessed 

using statistical measures which include size of collection, visitor’s statistics, issue and return 

data, budget size and staff strength. This trend has been shifted to user oriented and user is the 

main focus for the assessment of library service quality. 
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The literature found that college and university libraries of developed countries provide 

a variety of services to their users. The literature found that users have high expectations with 

library services. Libraries are providing services according to their desired expectations. 

Mostly there is no difference in users’ opinion based on user types, academic discipline and 

gender except a few studies.  

In the developed countries, the scholarly literature is available on different aspects of 

library service quality. Different researchers have conducted research on the topic, but these 

studies are limited to university libraries of Pakistan. But a few studies are available on service 

quality measurement in college libraries in developing countries with no comprehensive study 

regarding the quality of college library services in Punjab province of Pakistan. Therefore, a 

broad gap has been observed in the literature on service quality measurement in college 

libraries in the perspective of developing countries like Pakistan. This study has been 

conducted to discover and fill the gap in measuring the quality of service in college libraries 

of Pakistan.  
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CHAPTER 3: RESEARCH METHODOLOGY 

This chapter describes the research design and methodology which has been used to 

achieve research objectives. It explains population of the study, techniques applied to select a 

representative sample, construction of instruments, data collection process, and data analysis 

procedures.  

3.1 Research Design 

This is a quantitative study. The survey method was applied to the study. Due to the 

nature of the study and advantages of cross sectional design, it was decided to use this survey 

design to collect data from the study participants to achieve the objectives of the study.  

 3.2 Target Population 

All the postgraduate colleges which existed in the Punjab provinces were regarded as 

the population for this study which met the established inclusion criteria. The criteria include: 

(a) Colleges administratively run under Higher Education Department, Govt. of the 

Punjab, 

(b) Colleges status should be post graduate, 

(c) College library must have a professional librarian. 

The criteria were established with assumption to include those libraries in the survey 

where services might be provided to some extent. 

A hard copy of an updated list of public sector general education colleges was obtained 

from Directorate of Public Instruction (DPI) Colleges, Government of the Punjab. This list was 

used to identify the population of the study according to the established criteria. According to 

the available data there were 588 public sector general education colleges run under the 
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administrative control of higher education department, Government of the Punjab 

(Government of the Punjab, 2013). Out of 588 colleges, there were 87 postgraduate colleges 

providing education from intermediate to master’s level or BS-four year in the Punjab 

province.  

3.3 Accessible Population 

According to the seniority list of college librarians, there are only 42 colleges, in which 

professional college librarians are working (Government of the Punjab, 2014). After the 

observation of preliminary data, it was observed that all these colleges met the established 

criteria. Therefore, these 42 colleges were taken as the accessible population of the study 

(Appendix-D). 

3.4 Sampling 

It is unable to study the totality of the population of individuals (Tashakori & Teddlie, 

1998). When field studies are carried out in realistic life, concern of time and cost almost 

consistently lead to the selection of the respondents truly representative of the total population 

(Kothari, 2004). A selected number of elements from a population to represent it are called a 

sample (Kumar, 2011; Ray & Mondal, 2004). The quality of research depends not only upon 

the suitability of research method and instrument but also on the sample size, 

representativeness, approach to the sample and sampling procedure to be adopted for selection 

of a sample (Cohen, et al., 2008). Keeping in view these four key factors, sampling was 

rendered in two phases. In the first phase, simple random sampling technique was applied to 

draw a sample of 22 colleges out of 42 for this study. In the second stage, the respondents from 

22 participated colleges were taken through convenient sampling due to the non-availability of 



83 

 

compiled list of library users i.e. students and faculty members. Those respondents were 

included in the sample who had experience of library use and were the permanent faculty 

member or regular student of the college. The respondents from each college having different 

gender, age, educational level, and discipline were comprised on n=50 (n=20 under graduate 

students, n=20 graduate students and n=10 faculty members). The total sample size was 

22x50= 1100 N which was reasonable sample size. The sample also practically represented 

different geographical locality of the province (list given as appendix-E). 

3.5 Data Collection Instrument 

There is a variety of tools available to measure the user’s perception and level of 

satisfaction with library service quality like “LibQUAL”, “Society for college national and 

university libraries (SCONUL) survey template”, “SERVQUAL”, “PRESERV”, “Rodski 

Survey” and other regionally prepared surveys. During the review of literature, it was found 

that LibQUAL is a widely used survey tool to measure library service quality. Keeping in view, 

the nature and requirement of the study, it was decided to use a questionnaire to collect data 

about the availability and quality of library services from core user groups: faculty, graduate 

students and undergraduate students of post graduate colleges in the province of the Punjab 

Pakistan. Bell (2004) confirmed that questionnaire is a good way to collect data quickly and 

cheaply. Questionnaire is suitable for a large sample spread over a large geographical area 

(Ray & Mondal, 2004; Kothari, 2004). Hence, the researcher devised a blended self-

administered questionnaire having three parts (Appendix B). First part of the questionnaire was 

developed by the researcher with getting help from the literature review. This part was setup 

to know the responses of the respondents about the status of library services in their respective 

college libraries. These major services include library physical facilities, library orientation to 
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fresh users, circulation services, ICT based services, photocopy and printing services, reference 

services, interlibrary loan facility, and giving importance to users’ suggestions for the purchase 

of library material etc. The second part of the questionnaire was the Association of Research 

Libraries’ (ARL) LibQUAL survey tool to assess the level of library services. The tool assesses 

the perceptions and expectations of library users. Expectations are the actual services desired 

by library users and perceptions are the actual level of service performed by the library. The 

tool provides a chance to library users to rank their responses among one to five, with five the 

highest and one the lowest level.  The third part of the tool consists of demographic information 

of the respondents. An open ended question was also added to this part to get suggestions of 

library users regarding the improvement of library service quality in college libraries of the 

Punjab province of Pakistan.  

3.5.1 LibQUAL+® Tool 

The Association of Research Libraries’ (ARL) LibQUAL+® is an recognized tool  for 

measurement of user’s perceptions and expectations of library service quality in three domains: 

“Effect of service”, “information control”, and “library as a place” (Cook at el., 2008, 2009, 

2010, 2011, 2012, 2013, 2016 ; ARL, 2013, 2016; Kieftenbeld & Natesan, 2013) . Various 

researchers (Cook et al 2001; Thompson & Cook, 2002; Thompson, Cook, & Thomson, 2002; 

Thompson et al. 2003; Thompson et al. 2005; Thomson et al. 2006a; 2006b; Thompson et al. 

2008) validated that LibQUAL is valid and reliable tool to measure library service quality. 

LibQUAL+ is an internationally recognized, widespread, standardized and useful tool for the 

assessment of library service quality and collecting users’ feedback (Jackson, 2015; Atkinson, 

2017). “LibQUAL+TM scores are representative of library service quality, as judged by the 

users, and may be validly used as the measure of such for comparative purposes” (Jackson, 
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2015, p. 318). Natesan & Aerts (2016) concluded that LibQUAL+ is widely used tool to 

measure library service quality on three levels: minimum, perceived and desired levels. The 

users are capable of differentiating between three levels of measurement demonstrating support 

for the validity of using gap theory in measurement of library service quality. 

LibQUAL + was initiated in 2000 under the leadership of Fred Heath and Colleen 

Cook.  The LibQUAL+ is a standard and renowned tool that is used by the libraries to “solicit, 

track, understand, and act upon users’ opinion of service quality” (Lane, Anderson, Ponce & 

Natesan, 2012, p. 22; Cook, et al., 2011, 2012, 2013, p.7). LibQUAL + assesses service quality 

from user’s perspective and is being used in various institutions, languages and countries since 

2000 (Kyrillidou & Yeager, 2014). 

Kyrillidou (2011) indicated that twelve hundred libraries carried out the survey of more 

than 1.5 million of their users using LibQUAL+ since its inception. Through 2015, “there have 

been 2,877 institutional surveys implemented across 1,327 institutions in over 29 countries, 18 

language translations, and over 2.3 million respondents” (Cook et al, 2016, p.3) having the 

participants from the U.S.A, Canada, the U.K., Ireland, China, Japan, Israel, Saudi Arabia, 

Bahrain, France, Singapore, South Africa, Mexico, Netherlands, Norway, Switzerland and 

Sweden etc. participated in LibQUAL+ survey. Association of Research Llibraries (2013, 

2016)) indicated that “Participating institutions included university and college libraries, 

community college libraries, law libraries and health science libraries. The users were invited 

for their judgments on three scales for each survey question: the desired level of service they 

would like to receive, the minimum they are willing to accept, and the actual level of service 

they perceive to have been provided” ( p.1). Gatten (2004) recommended that the LibQUAL+ 

survey results provide useful information to measure service quality in libraries. Walters 
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(2013) and Goud (2013) advocated that LibQUAL+ is an effective tool to measure the library 

service quality from user’s perspective. LibQUAL+ can be used by LIS researchers and 

libraries to compare the perceptions of library service quality across user groups (Kieftenbeld 

& Natesan, 2013).  Lane et al. (2012) are of the view that “LibQUAL+ is a valid tool to measure 

library service quality”.  McCaffrey (2013) endorsed that LibQUAL+ is an efficient tool for 

the assessment of users’ needs and library performance in academic libraries, and use of 

LibQUAL+ in Irish University sector provided useful information about users’ needs and 

library performance. 

Due to the acknowledgement of researchers throughout the globe regarding reliability 

and validity of LibQUAL+® to measure library service quality, the researcher decided to use 

LibQUAL+® items as a major part of questionnaire to know the users’ viewpoints about 

library services in college libraries of the Punjab province of Pakistan. The researcher got 

permission from LibQUAL+® developers through email to use LibQUAL+® items. The ARL 

director awarded permission to use LibQUAL+® items for this research study (Appendix-C). 

LibQUAL+® items were downloaded from the link provided by LibQUAL+® 

organizers. It was assumed that the wording of the questionnaire was difficult and not easily 

understandable by college library users’ especially undergraduate students. During the 

literature review, it was found that (Rehman et al. 2014) confirmed the reliability and validity 

of Urdu version of LibQUAL+® in Pakistani context. Hence, it was presumed that slightly 

modified English version of (Rehman, 2012) with translation into Urdu language (The national 

language of Pakistan) is easy to understand for Pakistani college library users for the 

assessment of LSQ. The researcher requested (Rehman, 2012) to grant permission to use this 

version for current study. The researcher confirmed the permission granted by LibQUAL+® 
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organization to use this survey tool for this research study. Thus, (Rehman, 2012) allowed to 

use his modified and translated version of LibQUAL+® to assess the college library services 

with users perspective. Hence, this version was adopted and the first draft of the questionnaire 

was prepared after further slight modification. Keeping in view the objectives of the study, the 

scale was reduced to two: desired level of service and perceived level despite three. The users 

were provided with a chance to rank their library services from one to five as compared to 

those (Rehman, 2012) which facilitates to rank from one to nine. The first part of the 

questionnaire was only in English language, whereas second and third parts were bilingual. 

Now the questionnaire was ready for pilot testing.  

3.5.2 Pre Testing 

First pre-testing was conducted in August 2015. One post graduate college out of 42 

was selected for pre-testing of questionnaire using random sampling technique. The 

respondents for pilot study were selected using convenient sampling technique due to the non-

availability of complete list of the respondents. During pre-testing survey, faculty members 

and the students of graduate and undergraduate level who had an extensive experience to use 

library and were present in the library at that time were asked to fill the questionnaires. A short 

interview of 10 respondents was also conducted to get their feedback about the understanding 

of questionnaire items. It was found that second and third parts of the questionnaire were 

understandable, whereas the respondents’ especially the undergraduate students felt difficulty 

in understanding English language in part one of the questionnaire. Hence, it was decided to 

translate the first part of the questionnaire into Urdu language also on the basis of feedback 

and inputs obtained from the pretesting exercise. 
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3.5.3 Translation Process Part 1 (Status of College Library Services) 

The translation of instrument from one language to another language is a complicated 

procedure. It needs bilingual, subject and technical expertise. The standard process of the 

translation of instrument from one language to another includes: forward-backward translation, 

independently done by native speaker of the target language. If any discrepancy occurs in 

forward-backward translation a third expert solves the issue through harmony. 

The researcher remained in association with professional translators, and LIS experts. 

During the translation process, the entire logic of a conception was focused instead of word by 

word translation approach. The simplicity, accurateness, approach and sense were also taken 

into account. 

3.5.4 Forward Translation 

The translation procedure was initiated by forward translation. One translation expert, 

who was confident in both English and Urdu languages and was an indigenous spokesman of 

Urdu language, translated the first part of the questionnaire from English to Urdu language. 

Entire assistance was provided to the translator to deal with the professional and practical 

concerns. Three confirmation measures were adopted to verify the accuracy of translation, 

back ward translation into English, judgment by experts, and pretesting.  

3.5.5 Backward Translation 

A backward translation was also carried out to assure the accuracy of questionnaire.  It 

is a process in which translated content is retranslated into original language without referring 

to the original text. A bilingual speaker of both English and Urdu language other than the 

forward translator translated the Urdu text into English without observing the original English 
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language text. The original text was compared with the back translated English version of the 

first part of questionnaire. After thoroughly examining both the versions, only some slight 

differences were found regarding meaning of the questions. 

3.5.6 Construct Validity 

An expert was consulted to review the slight differences between original and 

backward translation of the part 1 of the questionnaire. Luckily, the expert was an experienced 

LIS professional with Ph.D in Urdu. The expert deeply judged the discrepancies in the original 

and backward translation versions and prepared a final version. The final version was then 

presented before three LIS researchers for inspection and validation. All the experts were PhD 

Scholars and LIS faculty members.  A final draft was prepared after minor modifications 

suggested by these experts. 

3.5.7 Pretest of Urdu Translated Final Version 

The translated version of the questionnaire consisting of three parts was again 

distributed to core user groups (faculty members, graduate students and undergraduate 

students) of a public sector post graduate college library other than the previous one surveyed 

during pretest 1. The respondents’ views about the understanding of questionnaire items were 

got using minute personal interviews. The respondents examined that the language of all the 

items in the questionnaire was easily understandable. The questionnaire was again examined 

deeply and final draft was prepared after eliminating one overlapping item in part 1 of the 

questionnaire. Hence, the questionnaire was finalized for the distribution to the sample for data 

collection.  
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3.5.8 Data Collection 

Self-administered questionnaires are administered in two ways. In the first type, a 

researcher distributes the questionnaire in his presence, whereas the questionnaire is distributed 

and filled without researcher’s presence in second type. Both have their advantages and some 

disadvantages. However, (Cohen et al., 2008) advocated that self-administered questionnaires 

in the presence of the researcher ensure a good response rate with the correctness of their filling 

in; and provide help of the researcher in case of any difficulty, ambiguity, and 

misunderstanding on the part of respondents. 

The researcher personally surveyed the colleges in the sample and distributed 

questionnaires to the respondents. Assistance was also provided to the respondents in filling 

the questionnaire in case of their having any difficulty or ambiguity. This increased the 

response rate as well as ensured the correctness of data collected. Faculty and undergraduates 

responses were received mostly by the researcher himself during his personal visits of colleges 

in the sample, whereas graduate students responses were not received in some colleges due to 

examination schedule of masters’ programs in The Islamia University of Bahawalpur, and 

semester examination of the Bachelor of Science four year (BS) program in one college. The 

researcher got help from the faculty and college administration in this regard. The 

questionnaires with self-addressed return envelopes were handed over to college 

administration. A continuous telephone contact was made. The researcher received 998 filled 

valid questionnaires out of 1100 with a response rate of 90.72%.  In spite of all these efforts, 

the following strategies were adopted during the collection of data from core library user 

groups.  
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(a) The questionnaires were distributed to the users who entrusted consent to fill 

in.  

(b) The questionnaires were distributed to the users of different subjects, 

disciplines, gender, age and educational level. 

(c) During questionnaires distribution, it was taken into account that all categories 

of every educational level of students in each college should be equally included 

to get response to assure the generalizability of the study i.e. the response of the 

students studying at intermediate level which includes F.A, F.SC. ICS; at 

graduate level which includes B.A., B.SC. ; and at maters level which includes 

M.A, M.Sc. with equal distribution among various subjects taught at the 

college.   

(d) The data was also collected from faculty members of different disciplines in 

each college. 

(e) The data was collected in different college working times of the day and during 

different days of the week. 

(f) It was considered to gather data from a large sample size of 1100 to maximize 

the generalizability of results. 

(g) On the spot assistance was provided to the respondents in case of any 

mis-understanding of the concept in the questionnaire. 

3.6 Data Analysis Procedure 

The useable responses were entered in the Statistical Package for Social Sciences 

(SPSS) software (version 21). The data was rechecked twice to ensure the accuracy of data 
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entry in SPSS. All the found errors regarding data entry and typing mistakes were corrected. 

To set up the data for statistical analysis, a preliminary analysis was made.  

3.6.1 Initial Data Screening 

Missing value analysis was performed prior to proceed with data analysis using SPSS. 

The researcher replaced missing values using expectation maximization method available in 

SPSS. This method replaces all missing values with their mean value at a time. A total of 998 

cases were finally selected for data analysis. 

3.6.2 Reliability Analysis of Instrument 

The reliability of the questionnaire was checked through reliability analysis test using 

Cronbach's Alpha statistics. The Cronbach’s Alpha coefficient value for overall scale was.93 

which demonstrates that the instrument is highly reliable. The Cronbach’s Alpha coefficient 

value was also checked subscale wise, which appeared to be .91, .85, and .81 for AS, IC and 

LP dimensions respectively. The researcher found Cronbach’s Alpha coefficient value for each 

dimensions of perceived service quality which seemed as .926, .908, and .853 respectively for 

AS, IC, and LP dimensions. It revealed that reliability of overall and subscales of instrument 

is also up to the standard i.e. above 0.70 (Cronbach, 1951). 

3.6.3 Data Analysis Techniques 

The data analysis was conducted with the help of SPSS (version 21) to answer the 

research questions. Various statistical techniques were applied according to the requirement of 

different research questions. The first, second and fifth research questions were replied by 

applying descriptive statistics. The third and fourth research questionnaires were addressed 

through the application of inferential statistics like analysis of variance (ANOVA), and 
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Independent Samples t-Test. Qualitative data was examined to know the suggestions of library 

users for excellent service quality. Qualitative data was analyzed using NVivo (version-12). 

Descriptive statistics was also applied for demographic information. 

3.7 Final Report Presentation 

The final report of analyzed data was prepared according to the format of the University 

of the Punjab, Lahore, Pakistan. American Psychological Association (APA) 6th manual was 

used for manuscript writing. End note software (17th version) was also used for citation and 

references. 

3.8 Flow Chart of Researcher’s Methodology 

The lay-out of significant features of research design and its procedures is presented 

here in the shape of a flow chart. 

Target Population: All public sector postgraduate colleges in the Punjab Province were the 

target population who had functional library and a professional librarian. The findings of the 

study were planned to be generalized on this population 

 

Accessible Population: All 42 public sector post graduate colleges of the Punjab province 

who met the above mentioned inclusion criteria were the accessible population because the 

sample of the study was selected out of this population. 

 

Sample and Sampling: Sampling was completed in two stages. In the first stage, simple 

random sampling technique was applied to draw a sample of 22 from 42 public sector post 
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graduate college libraries of the Punjab province. In the second stage from each of the 22 

selected postgraduate colleges, 20 postgraduate, 20 undergraduate students and 10 faculty 

members having different age, gender, educational level and discipline were conveniently 

selected for questionnaire distribution to collect data. 

 

Research Design: The quantitative survey research method was applied. 

  

 

Research Instrument: The instrument consisted of three parts. The first part comprised 21 

items regarding the status of college library services. The second part based on 22 LIBQUAL 

items, and the third was related to demographic variables. All three parts were translated 

into Urdu to ensure the accuracy of data. An open ended question was also added to the 

instrument to invite suggestions or remarks from the respondents. 

 

 

Collection of Data: The researcher personally distributed the questionnaire to collect the 

data. The collected data was entered in SPSS (version 21) and first cleaned and prepared 

before conducting any type of analysis. 

 

 

Data Analysis: Quantitative data was prepared for the analysis with preliminary data 

analysis to fulfill basic data analysis assumptions like missing data/values analysis. First of 
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all reliability analysis was done using SPSS.  Then Various statistical techniques like 

descriptive statistics, and inferential statistics such as ANOVA, and Independent sample t-

Test were applied by using SPSS version-21. Qualitative data was also analyzed with the 

help of NVivo version-12. 
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CHAPTER 4: DATA ANALYSIS AND INTERPRETATION 

This chapter presents the data analysis. The main objectives of this chapter are to 

analyze the quantitative and qualitative data to measure the existing status of college library 

service quality, difference in users’ perceptions and expectations with respect to user type, 

their academic discipline, gender, and college type. The researcher used SPSS (version-21) 

and NVivo (version-12) for quantitative and qualitative data analysis respectively. The data 

presented in frequency, percentage, mean (M), standard deviation (S.D), and inferential 

statistics has been used in this chapter to draw the inferences. 

4.1 Demographic Profile of the Respondents 

Table 1 

Gender Distribution-Types of Users-Discipline of the Respondents 

Discipline of the Participants               Types of User Total 

Faculty Master Student 
or Equivalent 
(BS-4 years) 

Bachelor 
Student or 
Equivalent 

Intermediate 
or 
Equivalent 

Pure Science 

Gender of the 

Respondents 

Male 44 33 48 73 198 

Female 19 30 26 32 107 

Total 63 63 74 105 305 

Social Science 

Gender of the 

Respondents 

Male 28 20 9 10 67 

Female 55 35 9 4 63 

Total 43 55 18 14 130 

Languages 

Gender of the 

Respondents 

Male 17 29 1 0 47 

Female 26 122 5 5 158 

Total 43 151 6 5 205 

Arts/Humanities 

Gender of the 

Respondents 

Male 17 32 25 40 114 

Female 31 54 41 52 178 

Total 48 86 66 92 292 

Others (Please 

Specify) 

Gender of the 

Respondents 

Male 1 14 3 4 22 

Female 2 23 7 12 44 

Total 3 37 10 16 66 

Total 

Gender of the 

Respondents 

Male 107 128 86 127 448 

Female 93 264 88 105 550 

Total 200 392 174 232 998 
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4.1.1 Gender Distribution 

The gender distribution of the respondents is basically a statistical distribution of how 

many male or female there are in a sample. 

Table 1 indicates gender distribution of the respondents. Of the 998 respondents, 448 

(45%) were male and 550 (55%) were female. In our cohort, female respondents were greater 

in numbers than male respondents. 

4.1.2 Academic Disciplines 

The responses from all categories of academic disciplines in public sector general 

education colleges were received. These responses constitute five categories of academic 

disciplines: pure sciences, social sciences, languages, arts/ humanities, and others. 

Table 1 indicates the discipline of the respondents. Majority of the respondents were 

from pure sciences discipline 305 (31%) followed by Arts/Humanities 292 (29 %). The least 

respondents were from the discipline of Social Sciences 130 (13%), and others 66 (7 %). Table 

1 shows the dominancy of the respondents from three disciplines which include pure sciences, 

languages and arts/humanities as 80% of the respondents were from these disciplines (see 

detail in Table 1). 
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4.1.3 Type of Users 

The respondents of the study belong to different user groups. The main user groups 

comprise faculty, master’s student or equivalent (16 years), bachelor’s student or equivalent 

(14 years), and intermediate student or equivalent (12 years). 

4.1.4 Type of College 

As all the colleges in the sample were postgraduate colleges, so the researcher 

principally distributed these colleges on the basis of gender i.e. male or female college. 

Table 2 

College Types 

Type of College                            Frequency                    Percent 

Male Colleges        548       55% 

Female Colleges        450       45% 

Total         998     100% 

 

Table 2 shows that of the 998 respondents, 548 (55 %) respondents were from the male 

colleges and 450 (45 %) were from female colleges. The respondents from male colleges were 

slightly more in numbers than female colleges. 
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4.2 Status of College Library Services 

 The first objective of the study was to know the availability status of services 

in college libraries of Pakistan (CLP). The researcher applied descriptive statistics to know 

what types of services are being provided and what are missing in college libraries of Pakistan. 

The participants were asked a set of twenty statements relating to the availability of 

services in their college libraries. They were asked to identify the status of these services on a 

four-point rating scale. A total of 998 respondents replied to each statement because of using 

expectation maximization method to replace all missing values with their mean value at a time. 

The table 3 indicates that the participating libraries were completely providing only 

three services to their users. These services were (a) book issue and return facility, (b) 

registration process, and (c) proper shelf/stack maintenance. However, 12 services were being 

provided to library users partially, these services were:  (a) library physical facilities (furniture, 

ventilation, lighting, heating & cooling arrangements), (b) reference services by providing 

periodicals, dictionaries, encyclopedias, etc., (c) library orientation of fresh user (e.g., library 

tour/visit or tutorial), (d) readers’ advisory services: (helping the users find what they want by 

recommending specific titles), (e) training the students in library use, (f) reserve services (e.g., 

reserving  material to make available when needed, reserving loaned-to-someone-else material 

in advance), (g) value of readers’ suggestions for purchasing new books, DVDs, and other 

material, (h) reference & information services’ counter (e.g., giving correct answer to library 

users’ questions etc.), (i) alertness of new arrival of books, periodicals/ magazines/newspapers 

and other material (e.g. list of new material for faculty and students, the display of cover pages 

on display board), (j) replacement of unserviceable material, (k) open access (books, journals 
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and other reading material are kept open on shelves rather than in closed, lock and key 

almirahs), and (l) library book bank (issuance of material for a session to needy students).   
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Table 3 

Status of College Library Services  

Rank College Library Services Mean Std. Deviation 

1 Book issue and return facility 3.63 .73 

2 Registration process (issuance of library membership cards) 3.56 .84 

3 Proper shelf/stack maintenance 3.51 .80 

4 Library physical facilities (furniture, ventilation, lighting, heating & 

cooling arrangements) 
3.37 .67 

5 Reference services by providing periodicals, dictionaries, 

encyclopedias, etc. 
3.14 .95 

6 Library orientation of fresh user (e.g., library tour/visit or tutorial) 2.97 .95 

7 Readers’ Advisory Services: (helping the users find what they want 

by recommending specific titles) 
2.94 .99 

8 Training the students in library use 2.93 .91 

9 Reserve services (e.g., reserving material to make available when 

needed; reserving loaned-to-someone-else material in advance) 
2.87 1.03 

10 Value of readers’ suggestions for purchasing new books, DVDs, 

and other material 
2.85 .95 

11 Reference & information services’ counter (e.g., giving correct 

answer to library users’ questions etc.) 
2.75 .96 

12 Alertness of new arrival of books, periodicals/ magazines 

/newspapers and other material (e.g. list of new material for faculty 

and students, display of cover pages on display board) 

2.68 .97 

13 Replacement of unserviceable material 2.64 1.02 

14 Open access (books, journals and other reading material are kept 

open on shelves rather than in closed, lock and key almirahs) 
2.56 .84 

15 Library book bank (issuance of material for a session to needy 

students) 
2.54 .97 

16 SDI Services: a personal current awareness service to help users to 

use library resources more effectively (newspapers clipping, 

internet surfing) 

2.49 .87 

17 Photocopy and printing services, etc. 2.29 .74 

18 Special collections service (e.g. rare books, manuscripts, reports, 

files, thesis/dissertations, audio-visual materials, other non-

print/non-digital formats, etc.) 

2.27 .84 

19 Adequate computers and internet services 2.24 .70 

20 Interlibrary loan & resource sharing 2.06 .86 

Scale: 1=Do not Know, 2=Not Available, 3=Partially Available, 4=Completely Available  
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The respondents indicated five-services which were not being provided to them by their 

college libraries. The missing services were (a) SDI services: a personal current awareness 

service to help users to use library resources more effectively (newspapers clipping, internet 

surfing), (b) photocopy and printing services, etc. (c) special collections services (e.g., rare 

books, manuscripts, reports, files, thesis/dissertations, audio-visual materials, other non-

print/non digital formats, etc.), (d) adequate computers and internet services, and (e) 

interlibrary loan & resource sharing (see Table 3). 

4.3 General Overview of Library Service Quality of College Libraries of Punjab 

The second objective of the study was to identify the attributes of library service 

quality, which are meeting users’ desired expectations. Before proceeding to service gap, the 

researcher will describe the general state of the perceived service quality in CLP. The 

researcher has acquired the responses on two service levels (desired and perceived level). 

Overall, the libraries didn’t meet desired expectations because overall perception mean score 

was less than desired expectations. The twenty-two different attributes related to library service 

quality were asked to the respondents on a 1-5 point rating scale. The five items having the 

highest desired expectation scores were related to the library as pace (LP) dimension. 

Examination of perception score (opinion about actually received services) revealed that the 

five items having the highest perceived score were again related to LP dimension except one 

item of affect of service (AS) dimension. These items were: (a) “The library has quiet space 

for individual activities”; (b) “The library is a gateway for study, learning, or research”; (c) 

“The library has comfortable and inviting location”; (d) “Library staff is consistently 

courteous”; and (e) “The library has community spaces for group learning and group study”. 
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The five items having the lowest perceived score belonged to information control (IC) 

dimension. These items were:(a) “The library Web site enables me to locate information on 

my own”; (b) “The library has electronic information resources, I need” (c) “Electronic 

resources of the library are accessible from my home or office” (d) “The library has print and/or 

electronic journal collections I require for my work” and (e) “The library has modern 

equipment that lets me easily access to the needed information”. It seems that libraries were 

performing better in LP dimension and poor in IC dimension (see Table 4). 

4.3.1 Overall Gap between Users’ Expectations and Perceptions 

Users’ desires are the wishes of users regarding the receipt of service, whereas 

perceptions are the opinion of library users about actual delivery of service from a library. The 

difference between perceptions and desires is called service gap. This service gap is a key to 

measure the quality of service. If perceived score for any service is equal or beyond the desired 

level, then the service is fine.  Conversely, if the perception score is below the desired level, 

then the service is considered poor.  This way, it means that the library is not meeting the 

requirements of users according to their desires. The researcher determined the service gap by 

subtracting desired score from perceived score on all 22 core questions for overall users’ and 

individual users’ groups i.e. faculty, master’s students, bachelor’s students, and intermediate 

students. 

The respondents indicated that none of these library service quality attributes met their 

expectations. All these attributes fall short of their expectations. The variations in respondents’ 

responses towards the perceived and desired service quality attributes were broad and ranged 

from -0.47 to -1.4 that has caused a gap. The five services having the highest negative gap 

were (a) the library website enables me to locate information on my own” (-1.4), (b) “electronic 



104 

 

resources of the library are accessible from my home or office” (-1.30), (c) “the library has 

print and/or electronic journal collections I require for my work”(-1.28), (d) “the library has 

electronic information resources, I need”(-1.26), (e) “the library has modern equipment that 

lets me easily access to the needed information”(-1.25). 

On the other hand, the attributes related to library service quality i.e. (a)  “library staff 

has knowledge to answer users’ questions” (-0.59), (b) “the library has quiet space for 

individual activities” (-0.58), (c) “library staff is always ready to respond to users’ questions” 

(-0.57), “(d) library staff instill confidence in users(-0.56), and (e) library staff is consistently 

courteous” (-0.47) had a slightly less gap between the perceived and desired service quality. 

(see detail in Table 4). 
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Table 4 

Gap between Users’ Expectations and Perceptions For Overall User Group 

Item 

Code 
Scale Items 

Perceived Desired 
Service 

Gap 

Mean SD Mean SD Mean 

IC-2 The library web site enables me to locate information on my 

own 
2.29 1.38 3.69 1.54 -1.4 

IC-1 Electronic resources of the library are accessible from my 

home or office 
2.50 1.42 3.80 1.40 -1.30 

IC-8 The library has print and/or electronic journal collections I 

require for my work 
2.56 1.44 3.84 1.40 -1.28 

IC-4 The library has electronic information resources, I need 2.49 1.42 3.75 1.50 -1.26 

IC-5 The library has modern equipment that lets me easily access 

to the needed information 

2.70 1.45 3.95 1.34 -1.25 

IC-3 The library has printed materials, I need for my work 2.91 1.47 3.95 1.35 -1.04 

IC-6 The library has easy-to-use access tools that allow me to 

find things on my own 

2.94 1.39 3.94 1.31 -1 

IC-7 The library makes the information easily accessible for 

independent use 

3.09 1.36 4.06 1.23 -0.97 

LP-1 The library has space that inspires study and learning 3.56 1.31 4.37 1.03 -0.81 

AS-9 Library staff shows dependability in handling users' service 

problems 

3.45 1.28 4.21 1.09 -0.76 

LP-5 The library has community spaces for group learning and 

group study 

3.57 1.27 4.29 1.03 -0.72 

AS-2 Library Staff gives individual attention to the users 3.32 1.35 4.02 1.22 -0.70 

AS-6 Library staff deals with users in a caring fashion 3.49 1.35 4.15 1.17 -0.66 

AS-8 Library staff is always willing to help users 3.47 1.30 4.13 1.10 -0.66 

AS-7 Library staff understands the needs of their users 3.42 1.32 4.06 1.22 -0.64 

LP-4 The library is a gateway for study, learning, or research 3.82 1.14 4.46 .92 -0.64 

LP-3 The library has comfortable and inviting location 3.73 1.22 4.35 1.00 -0.62 

AS-5 Library staff has knowledge to answer users’ questions 3.57 1.30 4.16 1.19 -0.59 

LP-2 The library has quiet space for individual activities 3.86 1.19 4.44 .93 -0.58 

AS-4 Library staff is always ready to respond to users’ questions 3.47 1.32 4.04 1.27 -0.57 

AS-1 Library staff instill confidence in users 3.52 1.27 4.08 1.18 -0.56 
AS-3 Library staff is consistently courteous 3.70 1.26 4.17 1.18 -0.47 

 Overall gap 3.24 0.87 4.08 0.87 -0.84 

Scale: 1-5: 1(low), 5(High) 
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4.3.2 Dimension-wise Gap for Overall User Group 

Dimension wise gap provides insight into the users’ opinion on three service quality 

dimensions: Affect of service, Information control, and Library as a place. Affect of service 

deals with staff related services. Information control is related to information and 

communication technology and access to print and electronic sources. Library as a place 

associated with physical environment and space in the library. Users have negative service 

quality gap on all three dimensions. The highest negative gap was found on IC dimension (-

1.19) followed by LP (-0.67). The least gap was observed on AS dimension (-0.62) indicating 

slightly better services as compared to IC and LP dimensions. (see details in Table 5). 

Table 5 

Dimension Wise Service Quality Gap  

Dimension Perceived Mean Desired Mean Service Gap 

Affect of Service 3.49 4.11 -0.62 

Information Control 2.68 3.87 -1.19 

Library as Place 3.71 4.38 -0.67 

Overall 3.25 4.09 -0.84 

4.3.3 Individual Differences in Perceived Service Quality 

The next study objective was to investigate similarities and significant differences on 

perceived library service quality based on user types, gender, and academic disciplines. To 

investigate the significant differences among demographic variables, the researcher used 

different statistical techniques i.e. ANOVA, and independent sample t-test etc. 
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4.3.3.1 Difference on library service quality based on user type. 

The researcher examined whether or not statistically significant difference exists 

among different categories of users i.e. faculty, master’s student, bachelor’s students, and 

intermediate students. The independent variable consists of more than two groups. So, One-

way ANOVA is valid statistical technique to test the difference of opinion among more than 

two independent groups.  Hence, One-way ANOVA technique was used to see this difference.  

Table 6 

Descriptive Statistics on Library Service Quality Based on User type 

User Type N Mean S.D 

Faculty 200 -1.09 1.04 

Master’s Student or Equivalent  392 -0.88 1.14 

Bachelor’s Student or Equivalent 174 -0.74 1.23 

Intermediate or Equivalent 232 -0.63 1.31 

Total 998 -0.84 1.19 

 

Table 7 

Difference on Library Service Quality Based on User Type 

 Sum of Squares Mean Square F Sig. 

Between Groups 25.48 8.49 

6.09 .000 Within Groups 1385.30 1.39 

Total 1410.78  
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A statistically significant difference was found (F=6.09, P<0.05) among the various 

types of users. The mean values of (-1.09) showing the highest gap on library service quality 

in faculty group, followed by master’s student (-0.88), bachelor’s student (-0.74), and 

intermediate student (-0.63). So, various types of users such as faculty members, graduate 

students and undergraduate students have different opinion on library service quality (see detail 

in Table. 6 and 7). 

Table 8 

Library Service Quality and User Type (Post hoc Tukey HSD) 

(I) Types of User (J) Types of User Mean 

Difference 

(I-J) 

Sig. 

Faculty 

Master’s Student or Equivalent -0.21 .170 

Bachelor’s Student or Equivalent -0.35* .024* 

Intermediate or Equivalent -0.46* .000* 

Master’s student or Equivalent Bachelor’s Student or Equivalent -1.36 .584 

Intermediate or Equivalent -0.25* .046* 

Bachelor’s Student or Equivalent Intermediate or Equivalent -0.12 .749 

*. The mean difference is significant at the 0.05 level. 

Post-hoc Tukey HSD (Honestly Significant Difference) test was performed to further 

probe the one to one significant difference on library service quality among various categories 

of users. Statistically significant difference was found between the group of faculty and 

bachelor student (P<0.05); and faculty and intermediate students (P<0.05); and master’s 

student and intermediate student (P<0.05), whereas no statistically significant difference was 

found between other groups i.e. faculty and master’s student, master’s student and bachelor’s 

student, and bachelor’s student and intermediate student (see detail in Table 8). 
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4.3.3.2 Gender difference on library service quality. 

The researcher also investigated the gender difference on library service quality. The 

independent variable consists of two groups i.e. male and female. So, independent sample t-

test is valid statistical technique to test the difference of opinion between two independent 

groups. Therefore, an independent sample t-test was applied to see whether or not any 

difference exists on library service quality between male and female respondents. 

Table 9 

Gender Difference on Library Service Quality for Overall User Group 

Gender N Mean Std. Deviation F T P-value 

Male 448 -0.99 1.21 

2.53 -3.54 .000 

Female 550 -0.72 1.16 

 

Table 9 shows comparison between the male and the female on library service quality. 

The result revealed that statistically significant difference exists (F= 2.53, p <0.05) between 

male and female respondents. So, the male and the female users think differently on library 

service quality. By examination of their gaps scores further discovered that male respondents 

had higher negative gap (-0.99) than female respondents (-0.72).  The opinion of female 

respondents on service quality was better than male respondents (see detail in Table 9). 

4.3.3.3 Effect of academic discipline on library service quality. 

There are five groups of users related to academic disciplines (i.e. pure science, social 

sciences, language, arts/humanities and others). So, the researcher applied One-way ANOVA 
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statistical technique to find whether or not there is significant difference on library service 

quality among the users of various disciplines. 

Table 10 

Descriptive Statistics on Library Service Quality Based on Academic Disciplines                                                         

Discipline N Mean Std. Deviation 

Pure Science 305 -0.82 1.37 

Social Science 130 -1.05 1.03 

Languages 205 -0.59 1.07 

Arts/Humanities 292 -0.91 1.09 

Others (Please Specify) 66 -0.97 1.28 

Total 998 -0.84 1.19 

 

Table 11 

Difference on Library Service Quality Based on Academic Disciplines  

 Sum of Squares Mean Square F Sig. 

Between Groups 21.21 5.30 

3.79 .005 Within Groups 1389.58 1.39 

Total 1410.78  
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The results of one way ANOVA revealed statistically significant difference (F=3.79, 

P<0.05) based on academic disciplines of the respondents. It means that the users have 

different opinion on library service quality based on their academic subjects. The highest mean 

difference in service quality found in a group of social Science discipline (-1.05), followed by 

others (-0.97), and arts/humanities (-0.91). Overall, statistically significant difference found 

among the users of different academic disciplines (see Table 10 and 11). 

Table 12 

Difference on Library Service Quality Based on Academic Disciplines (Post hoc Tukey HSD) 

(I) Discipline of the Participants (J) Discipline of the 

Participants 

Mean 

Difference(I-J) 

Sig. 

Pure Science 

Social Science 0.23 .352 

Languages -0.23 .199 

Arts/Humanities 0.09 .868 

Others  0.15 .891 

Social Science 

Languages -0.46* .005* 

Arts/Humanities -0.13 .082 

Others  -0.08 .991 

Languages 
Arts/Humanities 0.32* .023* 

Others  0.38 .162 

Arts/Humanities Others  0.05 .998 

*. The mean difference is significant at the 0.05 level 
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Post-hoc tukey HSD test performed to find one to one difference between respondents’ 

disciplines. Statistically, significant difference found between the respondents of social science 

and languages (p<0.05), and languages and arts and humanities (p<0.05), However, no 

significant difference found between other disciplines such as pure sciences and social sciences 

(p>0.05), pure science and languages (p>0.05), and pure sciences and arts and humanities 

(p>0.05), and pure science and others etc. (see detail in table 12).  

4.3.4 Difference on Library Service Quality Based on Type of College 

There are two independent groups of colleges-male and female. Male colleges have 

adopted co-education system at post graduate level. An independent sample t-test is an 

appropriate statistical technique to find the difference between two independent groups. The 

researcher used this technique to find the difference on library service quality between male 

and female colleges.  

The result presented at table 15 shows significant difference (F = 5.29, P<0.05) on 

library service quality between the respondents of male and female colleges. The mean gap of 

the respondents from male colleges (-0.97) was higher than the respondents of female colleges 

(see detail in Table 13). 

Table 13 

Library Service Quality and College Type 

College Type N Mean T F p-value 

Male College 548 -0.97 

-3.82 5.29 .000 

Female College 450 -0.68 
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The researcher also applied One-Way ANOVA statistical technique to find the 

difference of opinion of the respondents of male and female colleges across service quality 

dimensions: AS, IC, and LP. The results of one way ANOVA (see Table 14 and 15) indicated 

that statistically significant difference was found between the respondents of male and female 

colleges on all three service quality dimensions AS (p<0.05), IC (p<0.05) and LP (p<0.05). 

Table 14 

Dimension Wise Descriptive Statistics of College Type 

Male College Female College 

Dimension Perceived 

Mean 

Desired 

Mean 

Gap Perceived 

Mean 

Desired 

Mean 

Gap 

AS 3.38 4.10 -0.72 3.62 4.12 -0.50 

IC 2.53 3.87 -1.34 2.88 3.87 -0.99 

LP 3.55 4.35 -0.80 3.90 4.42 -0.52 

Overall 3.11 4.08 -0.97 3.41 4.09 -0.68 

Note: 1 (low), 5 (high) 

Table 15 

Dimension Wise ANNOVA Statistics for College Type 

Source Dependent Variable Mean Square       F          Sig 

Library Type AS 12.74 8.97 .003 

 IC 31.05 11.84 .001 

 LP 19.20 15.19 .000 
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4.4 Users’ Expectations for Excellent Service Quality from CLP 

The high desired mean score could be described as; the level of importance a user gives 

to various services. The researcher ranked all services (from the highest to the lowest) based 

on desired mean score for individual user groups and overall user group. Users’ revealed 

overall high expectations with library services (M= 4.09). 

For overall user group, the five desired items were:(a) “The library is a gateway for 

study, learning, or research” (M = 4.46) (b) “The library has quiet space for individual 

activities” (M = 4.44), (c)  “The library has space that inspires study and learning” (M = 4.37), 

(d) “The library has comfortable and inviting location” (M = 4.35), and (e) “The library has 

community spaces for group learning and group study”(M = 4.29).  

The second category of user’s demand was services related to library staff. The three 

most desired services with respect to staff were: (a) “Library staff shows dependability in 

handling users' service problems” (M = 4.21), (b) “Library staff is consistently courteous” (M 

= 4.17), and (c) “Library staff has knowledge to answer users’ questions” (M = 4.16) etc. 

The five services having the lowest expectation were: (a) “The library Web site enables 

me to locate information on my own”(M=3.69); (b) “The Library has electronic information 

resources, I need”  (M=3.75); (c)  “Electronic resources of the library are accessible from my 

home or office” (M=3.80); (d) “The library has print and/or electronic journal collections I 

require for my work” (M=3.84); (e) “The library has easy-to-use access tools that allow me to 

find things on my own” (M=3.94) (see Table 16).  
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Table 16  

Users’ Expectations with Library Services (N=998) 

Item 

Code 

Scale Items Desire 

Mean 

S. D 

LP-4 The library is a gateway for study, learning, or research 4.46 .92 

LP-2 The library has quiet space for individual activities 4.44 .93 

LP-1 The library has space that inspires study and learning 4.37 1.03 

LP-3 The library has comfortable and inviting location 4.35 1.00 

LP-5 The library has community spaces for group learning and group study 4.29 1.03 

AS-9 Library staff shows dependability in handling users' service problems 4.21 1.10 

AS-3 Library staff is consistently courteous 4.17 1.19 

AS-5 Library staff has knowledge to answer users’ questions 4.16 1.19 

AS-6 Library staff deals with users in a caring fashion 4.15 1.18 

AS-8 Library staff is always willing to help users 4.13 1.11 

AS-1 Library staff instill confidence in users 4.08 1.19 

IC-7 The library makes the information easily accessible for independent 

use 

4.06 1.23 

AS-7 Library staff understands the needs of their users 4.06 1.23 

AS-4 Library staff is always ready to respond to users’ questions 4.04 1.28 

AS-2 Library Staff gives individual attention to the users 4.02 1.23 

IC-5 The library has modern equipment that lets me easily access to the 

needed  
3.95 1.35 

IC-3 The library has printed materials, I need for my work 3.95 1.36 

IC-6 The library has easy-to-use access tools that allow me to find things on 

my own 

3.94 1.32 

IC-8 The library has print and/or electronic journal collections I require for 

my work 

3.84 1.41 

IC-1 Electronic resources of the library are accessible from my home or 

office 

3.80 1.40 

IC-4 The library has electronic information resources, I need 3.75 1.50 

IC-2 

 

The library Web site enables me to locate information on my own 3.69 

 

1.55 

 
 Overall  4.09 0.88 

Note: 1(low), 5(High) 
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4.4.1 Dimension Wise Users’ Expectations for Excellent Service Quality From CLP 

The researcher also examined dimension wise users’ expectations with library services. 

The dimensions include AS, IC, and LP. The users showed higher expectations with LP 

dimension (M =4.38), whereas the lowest with IC dimension (M =3.87). Users considered AS 

dimension as moderate (M =4.11,). The data revealed that users were least concerned with IC 

dimension (see Table 17).  

Table 17 

Dimension Wise Expectations  

Dimension N Desire Mean Std. deviation 

LP 998 4.38 0.79 

AS 998 4.11 0.94 

IC 998 3.87 1.15 

Overall 998 4.09 0.88 

Note: 1 (low), 5 (high) 

4.4.2 Desired Expectations Regarding Different Categories of Users 

The researcher also investigated the expectations of library users relating to different 

categories of users: faculty, master’s student, bachelor’s student, and intermediate student. The 

users belong to four different independent groups. Therefore, one way ANOVA is valid 

technique to see difference among more than two independent groups. So, one way ANOVA 

test was applied for this purpose. The results of one way ANOVA revealed that users had 

higher desired expectation (M=4.09). Different categories of users had different desires with 

library services (F=6.39, p<0.05). Faculty had higher desired expectation (M=4.30) followed 
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by master’s student (M=4.09), bachelor’s student (M=3.98), and intermediate student 

(M=3.97) (see detail in Table 18). 

Table 18 

Difference on the Expectations based on User Types  

User Type 

N Desired 

Mean 

S.D. F Sig 

Faculty 200 4.30 .76 

6.39 .000 

Master’s Students or Equivalent 

(16 years) 

392 4.09 .90 

Bachelor’s Students or 

Equivalent(14 years) 

174 3.98 .89 

Intermediate students or 

Equivalent (12 years) 

232 3.97 .88 

Total 998 4.09 .88 

 

The researcher also checked dimension wise difference of users’ expectations. The 

results of one way ANOVA revealed that different categories of users had different opinion 

about AS (F=6.66, p<0.05), and IC (F=6.52, p<0.05) dimensions. However, they had same 

expectations (F=2.03, p>0.05) with LP dimension (see Table 19). 
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Table 19 

Dimension Wise difference on the Expectation based on User Types 

Dimension Faculty Master’s 

Students 

Bachelor’s 

Students 

Intermediate 

Students 

Overall 

Mean 

F Sig. 

AS 4.37 4.08 4.04 3.99 4.11 6.66 .000 

IC 4.16 3.89 3.70 3.74 3.87 6.52 .000 

LP 4.42 4.44 4.30 4.31 4.38 2.03 .107 

Note: 1(low) 5 (high) 

4.4.3 Desired Expectations of Different Academic Disciplines 

The difference in desired expectation of users belonging to different academic 

disciplines was also checked using one Way ANOVA statistical technique. The results of one 

way ANOVA revealed that users belonging to different academic disciplines had different 

level of expectations (F=2.76, p<0.05) with library services. The users from social science, and 

arts and humanities had higher desired expectation (M=4.19) followed by others (M=4.08), 

languages (M=4.04). The users from pure science discipline had the least desired expectations 

(M=3.98) as compared to those held by the users of other discipline (see detail in Table 20). 

The researcher also investigated dimension wise difference of opinion of the 

respondents belonging to different academic disciplines. The results of one way ANOVA 

revealed that users had generally higher expectations with LP dimension (M=4.38) followed 

by AS (M=4.11), and IC (M=3.87). The users from different academic disciplines had 

difference in their opinion regarding their desired expectation about AS (F=2.42, p<0.05) and 

LP (F=4.27, p<0.05) dimensions. However, they had same desired expectations with IC 
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dimension (F=1.94, p>0.05).Users from different disciplines showed their higher desires with 

LP dimension followed by AS dimension (see for detail Table 21). 

Table 20  

Descriptive and ANNOVA Statistics for Expectations of Users of Different Academic 

Disciplines 

Academic Discipline N Mean Std. Deviation F Sig. 

Pure Science 305 3.98 .89 

2.76 .026 

Social Science 130 4.19 .86 

Languages 205 4.04 .87 

Arts/Humanities 292 4.19 .86 

Others (Please Specify) 66 4.08 .88 

Total 998 4.09 .88 

 

Table 21 

Dimension Wise Expectations of the Users of Different Academic Discipline  

 

4.4.4 Gender Difference on Desired Expectations 

The researcher applied independent sampler t-test to find the statistical significant 

difference on desired expectations of library users on gender basis. The results of t-test found 

that there was no statistical difference (F=1.10, P>0.05) in desired expectations of male and 

Dimension Pure 

Science 

Social 

Science 

Languages Arts/ 

Humanities 

Others Overall 

Mean 

F Sig. 

AS 4.02 4.28 4.04 4.18 4.09 4.11 2.42

222

2 

.047 

IC 3.75 3.92 3.83 4.00 3.93 3.87 1.92

4 

.102 

LP 4.27 4.44 4.36 4.52 4.28 4.38 4.27 .002 
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female users. Both groups of library users’ had same desired expectations from their college 

libraries (see Table 22). 

Table 22 

Gender Difference on the Expectations for Overall User Group 

Gender N Mean Std. 

Deviation 

F T P-value 

Male 448 4.12 .84 

4.14 1.10 .271 

Female 550 4.06 .90 

 

4.5 Analysis of Qualitative Comments 

An open ended question was also a part of our questionnaire. The users were invited to 

write any comments/suggestions about library service quality. These open ended comments 

provided by the participants were analyzed to find out the problems faced by college library 

users and recognize their suggestions for the solution to these problems. The researcher 

received 998 filled questionnaires from college library users. Out of 998 participants, 609 

respondents provided their comments or suggestions in their open-ended comments with a 

response rate of 61% which was beyond the normal range of the LIBQUAL respondents i.e. 

40% (Thompson, Kyrillidou & Cook, 2007). 

4.5.1 Coding Methodology 

The researcher used NVivo (version 12) software to analyze users’ 

comments/suggestions written in response to an open-ended question. All cases having 

qualitative comments were separated. These comments were carefully read and examined. All 

comments were typed in Microsoft word program. The researcher created a new project in 
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NVivo 12 entitled respondent comments and imported word file containing all these comments 

in this project. The researcher ran word frequency query to know the frequency of most 

repeated words. The most repeated words were library, available, books, facility, students, 

good, internet, computer, resources, staff etc. All typed comments were assigned specific nodes 

(themes) by using ground theory method of Glaser and Strauss for open coding. Similar 

comments were assigned same nodes. A new idea was given a new node. Majority of users 

discussed more than one issue in their comments. For example, within one comment, a user 

commented on library staff related concerns in libraries and then moved to collection. This was 

coded twice, one for staff and other for collection. After coding all comments using different 

nodes, parent nodes were created. Then, themes were generated. Majority of the themes 

emerged from LibQUAL items.  

 

Figure 1: Word cloud emerged from qualitative comments 

4.5.2 Data Analysis 

Total 1150 readable and relevant comments were found. These comments fall in four 

broad categories: three appeared from LibQUAL i.e. affect of Service (108), availability and 
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access to material and ICT equipment (information control) (633), and library as a place of 

Knowledge (224), and one general satisfaction with library services and other comments (185).  

Table 23 

Major Themes Emerged From Qualitative Data 

Themes Frequency Percentage 

Affect of Service (users’ contact with library staff) 108 9 % 

Information Control (availability of  ICT equipment, and required 

resources with easy access) 

633 55 % 

Library as Place (the physical environment of library) 224 20 % 

General Satisfaction 185 16 % 

Total 1150 100 % 

4.5.2.1 Affect of service. 

This theme consists of 108 comments related to two sub themes (parent node) in NVivo 

i.e. staff availability and dutifulness (36), and behavior of staff with library users (72). Most of 

the comments were related to the suggestions from library users. 

Table 24 

Staff Related Comments 

Themes Parent Nodes Child Nodes/Statements Frequency 

Affect of Service 

(users’ contact with 

library staff) 

 

 

 

(a)  Staff 

availability and 

dutifulness 

Lack of library staff 29 

Absence from duty 07 

(b) Staff behavior Needs improvement in staff  

behavior 

 

 

bbbehavior 

57 

 Positive staff behavior 

available 

15 

 
Total   108 
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4.5.2.1.1 Staff availability and dutifulness. 

Library users were much concerned with lack of library staff in their libraries (n=29). 

Some of the users complained about the absence of library staff from duty during working 

hours (n=7).  

Various library users (n=64) declared their concerns with dutifulness of library staff. 

Some of the users noted the absence of staff from duty. For example, one student stated (R213): 

“Library attendant does not come daily. Some important books are not available”. It was 

further endorsed by another library user (R690): “The staff of library should be dutiful and 

kind to the readers and new literature should be available and especially electronic device like 

computer and the internet”. A male intermediate student (R940) from arts /humanities 

demanded: “Library system is not very good in our college. All staff of library must pay 

attention to all students”.  

The users’ comments demonstrated that some of the users (n=15) were pleased with 

the availability, helpfulness and dealing of library staff with library users in rendering library 

services. One faculty member of female college belonging to languages group (R754) 

appreciated library staff: “The library is well facilitated and organized. The staff is efficient 

and cooperative. Almost all the required books are available in the library and library staff 

gives individual attention to the users”. It was further supported by a bachelor’s student of 

arts/humanities (R382): “The library has space and staff that inspire study and learning”. Two 

other students from pure science discipline also endorsed this view point. A library user (R753) 

is very pleased to her college library and applauded: “Existence of a library in a college is very 
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important and a source of knowledge. The college staff is also very caring and well trained. I 

love my college library very much”. 

The users reported many suggestions regarding library staff availability, training, 

attitude etc. for example, one user (R507) suggested: “First of all the attention should be given 

to the library staff so that the services of the library can be provided properly”. A library cannot 

render services due to the shortage of library staff. In view of this context, majority of the 

library users demanded more staff for better working of library. One user (R441) suggested: 

“The staff should be increased so that the issue and return of the books can be managed 

effectively”. A social science master’s student (R628) required “Educated and responsible 

staff, latest material, attractive atmosphere, proper lighting arrangement should be there in the 

library”. One respondent (R657) recommends: “There is need of technical staff and 

departmental library in the college”. 

4.5.2.1.2 Behavior of staff.  

Courteous behavior is an important factor that positively affects library services. A 

male master’s student (R904) praised library staff: “The library services and library staff are 

good. They can solve problems of the students, so library is good place for study”. Another 

bachelor’s student of pure science (R826) admired: “The staff of the library is really very good. 

They provide the users material according to their needs”. Despite some favorable comments 

from library users regarding staff behavior, most of the respondents showed their concern 

about the behavior and rude attitude of the library staff towards its services, helpfulness and 

guidance. A total of 57 respondents commented about the negative and non-professional 

attitude by the library staff which is very alarming. One female student (R517) remarked: “The 
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behavior of library staff is not exemplary. The staff hesitates to issue books”. Politeness is a 

factor that attracts library users, but one student (R244) wanted: “Library staff must be polite 

and calm”. One student (R 688) said, “Library staff should be polite and show positive and 

helping attitude”. One faculty member (R610) commented: “The staff should be helpful and 

provide library education and techniques to users to use the library. The library should be 

comfortable, ventilated as well as the photocopy facility also be available”. One male student 

(R240) suggested: “Staff behavior should be better. Library should be renovated. T.V. is 

necessary in library to hear current news” 

4.5.2.2 Availability and access to Material (Information Control). 

This category of comments deals with the absolute and full time provision of 

information technology in libraries as well as the availability and easy access to print and 

online collection (journal, books etc.). These comments were coded under two sub themes 

(parent nodes in NVivo ) i.e. information and communication technology (ICT) application in 

libraries, and collection and access. A total of 633 comments were received under this theme. 

4.52.2.1 Information and communication technology (ICT) applications in libraries. 

The library users demonstrated their concerns with ICT application in libraries. It may 

be due to limited availability of ICT equipment in college libraries. Computer and the internet 

are provided without considering the requirements and extent of users in CLP. Additionally, 

college administration provides limited chances to library staff for training to use ICT 

equipment. As a result, digitization, automation and website development is not practiced at 

large in these libraries. So, the users explained this issue in their comments. One faculty 

member (R502) commented: “Computerized system for searching books is not available in the 
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library. The library should be updated according to student’s requirements. No books for BS 

level are available. Computer and internet facility is also not available here”. A respondent 

(R438) found: “There are many problems in circulation desk or services due to lack of staff. 

The internet, CD ROM, database, and automation facility should be available in the library. 

The library should be ventilated and situated on the central point”. 

Most of the respondents including faculty, graduate and under graduate students 

suggested in their comments for sufficient provision of computer and the internet in their 

libraries according to faculty strength and student enrolment in colleges. Some library users 

suggested for library automation and electronic books. For example, one faculty member 

(R565) recommended: “Computer, the internet, photocopy and printing services may be 

provided in library”.  Similarly, a bachelor’s student (R198) required: “Internet facility with 

printing of electronic resources should be provided”. It was also endorsed by a female 

intermediate student (R588): “The internet facility should also be provided in the library. The 

latest books or material should also be provided.  The facility of the photocopy and printer 

must also be provided”. 

4.5.2.2.2 Collection and access.  

Most of the respondents revealed their serious concern about library material. They 

complained about the shortage of printed as well as electronic resources. For example a library 

user (R516) commented: “The library services are not good. The required material is not 

available. The available material is not in the good condition. The other problem is day by day 

checking of the library”. Similarly, a male faculty member from arts and humanities discipline 

(R202) demonstrated: “Sufficient reference material and effort for latest technology is poor in 
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library. Alternate arrangement in load shedding should be made”. A master’s student (R620) 

pointed out: “There is no electronic material available in the library”. Some library users were 

not pleased with the provision of information regarding new arrival of books. A master’s 

student (R825) demanded: “The information regarding new arrivals and existed material 

should be available on library website”. Library users were also anxious about the arrangement 

of library material and closed shelf system. A faculty member (R201) wanted: “Arrangement 

of library material and its easy access should be confirmed”. One library user (R426) 

commented: “The shelves should not be locked so that users can get their material without 

facing any problems”. One female student (R689) protested: “Library staff must know their 

duties. They don’t value the reader’s suggestions for purchasing new books, DVDs and other 

material. The library website doesn’t enable us to locate information on our own”. Most library 

users (n=142) mainly complained about the issuance of insufficient quantity of books. Writing 

assignments is a compulsory requisition for post graduate students to complete their academic 

degree especially in semester system. For this purpose, they need more books from the library. 

Close examination of the comments revealed that these students are not pleased with the 

circulation system especially with the quantity of books issued in the library under rules. For 

example, a post graduate student (R514) reported: “Library is a comfortable place for study. 

The general knowledge books should be made available and books may be issued to the 

students for the assignments”. Another master’s student (R88) showed her concern: “Minimum 

books are issued in our college library”. One pure science male student (R225) reported: “Two 

books do not fulfill the need of students. Students should have facility to get more books”. 

Some students showed their concern about the issuance of a book for short period. Moreover, 

costly books are not issued to the students in college libraries. For example, one student (R515) 
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stated: “Important and costly books are not issued from the library. Book issue period is not 

sufficient. There is a shortage of rare and important books. The system should be made better”.  

However, some respondents (n=19) showed their satisfaction with collection and 

access. A student (R395) was found satisfied with library material: “Library is a good and 

attractive place where we can study comfortably. There is a very large material e.g. novels, 

magazines and other that can help us”. Similarly, a master’s student (R528) stated: “Our library 

is very good; it has all books according to our requirement. Internet facility is not available 

here”. A master’s student (R527) also confirmed: “Sufficient books are available in library, 

but facility of the internet is not available”. A student (R557) belonging to languages verified: 

“Library is equipped with our required material”. Similarly, a bachelor’s student (R752) of 

languages endorsed: “Library is well organized, and the staff is cooperative. Almost all the 

required books are available here”. However, one female intermediate student (R383) reported: 

“The atmosphere is well for the students for study in our library but the material on travels is 

less and sufficient material is available on other subjects”. 
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Table 25 

Availability and Access to Material and ICT Equipment (Information Control) 

Themes Parent Nodes Child Nodes/Statements Frequency 

Information Control  

(availability of 

required resources 

with easy access) 

(a) ICT 

(Information and 

communication 

technology) 

Need for computer and the internet 

Need for photocopy and printing 

facilities  

Need for digitization, automation and 

library website    

206 

54 

 

22 

        

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Total 

(b) Material and 

Access 

Need for book material                     

Open shelf system (need and 

availability) 

Need for proper circulation  

Library instruction/orientation (need 

and availability) 

Sufficient book material available  

Need for newspaper/journals   

Need for electronic material  

Insufficient quantity of books issued 

Need for ILL, CAS, and Reference 

Service 

Need for book bank  

Technical Processing (need and 

availability)   

142 

53 

 

47 

24 

 

16 

13 

11 

12 

13 

 

08 

12 

 

633 

 

Library users suggested for the availability of more printed books and journals, 

improvement in circulation system, availability of open shelf system, availability of reference 

services, CAS, library instructions etc. For example, a male faculty member (R602) of 

languages discipline proposed: “Library books must be updated. There should be a lot of latest 

books on different topics”. One master’s female student (R669) highlighted the necessity of 

open shelf system: “Open shelf system should be started. Cabinet should not be locked”.  

Another user (R434) suggested: “Circulation and reference services should be improved”. A 

female bachelor student from pure science (R200) emphasized for current awareness service: 
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“Current awareness service should be included in library services to help users to use library 

more effectively”. 

4.5.2.3 Library as place for knowledge. 

This theme deals with physical environment and infrastructure like building, furniture, 

lighting heating and cooling arrangements etc. in college libraries. Several respondents 

(n=224) commented on this theme. Out of 224 comments, 99 were related to library 

infrastructure (building and space etc.), and 125 related to library environment.  

4.5.2.3.1 Library environment. 

A comfortable and peaceful library environment attracts library users. The respondents 

were pleased with conducive environment (n=32) of the library.  Two intermediate student 

(R598, R600) are extremely satisfied with the environment: “Library staff gives individual 

attention to the users. The library has quiet space for individual activities. The library is a 

gateway for learning and research”. A female intermediate student (R596) of social science is 

partially satisfied with library environment: “The library environment is good but not better”. 

A female master’s student (R514) and two male intermediate students of pure science (R936, 

R938) noted: “Library is a comfortable place for study”. Another library user (R979) reported: 

“Library is the best place for study”. It was also endorsed by a bachelor’s student (R382): “The 

library has space and staff that inspire study and learning”. However, some library users (R931, 

R932) demanded friendlier environment in the library: “The library environment must be 

friendly that every book can be accessed easily”. Another user (R712) reported: “There is lack 

of furniture. There is no quiet study room and the books are less”. A bachelor’s student (R789) 

realized: “The furniture of library should be comfortable. There should be not any kind of 
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noise”. Another user (R547) reported: “There should be proper air condition system. There 

should be open shelved instead of closed cupboard”. 

Table 26 

Library as a Place of Knowledge 

Themes Parent Nodes Child Nodes/Statements Frequency 

Library as Place 

(the physical 

environment of 

library) 

(a) Physical 

infrastructure of 

library 

Need for building, space etc.                                              50 

Need for furniture                                            18 

Need for drinking water                                  18 

Sufficient space available                                                                    08 

 Need for Toilet/Washroom 05 

(b) Library 

environment 

Need for airy and cooling environment                        

including air conditioning                               

34 

Conducive environment available                  32 

Need for ventilation                                        24 

Need for heating arrangements                        23 

Need for lighting arrangements                       12 

Total   224 

 

4.5.2.3.2 Library infrastructure. 

The library users are much concerned with library infrastructure. Some users were 

pleased with sufficient space and infrastructure of the library. A bachelor’s student applauded: 

“Library is a very beautiful and our library staff is very able and hard worker. There are many 

facilities in our library”. It was also endorsed by an intermediate student of pure science 
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(R828): “Our college library is very good, facilities are available in the library and the library 

staff and other members are good and hard worker”. However, most of the library users showed 

their concerns regarding library building with sufficient space (n=50), easy and comfortable 

furniture (n=18), drinking water (n=18) etc.  One of the faculty member (R653) complained; 

“Library building, staff, services are incomplete according to status of post graduate college”. 

A master’s student (R593) viewed: “The library has not community space for group learning 

and group study”. Another user (R816) reported: “The space is not available in the library for 

sitting”. A library user (R541) is not pleased with the library furniture: “In my suggestion, 

library should have good furniture as well as new books also. The internet and air conditioner 

should also be functioning”. An intermediate student (R440) stated: “Fully air-conditioned 

library is required”. One user (R931) highlighted the importance of drinking water in library: 

“Pure drinking water is not available for users and such a caring staff”. Some users (R413, 

R414, R415, R418, R420 etc.) reported for example: “The cooling and heating facility is also 

needed. In case of load shedding the generator, facility should be provided. A vast and 

comfortable reading room must be available. Drinking water facility is also required”. 

Overall, the users acknowledged their interest in attractive library environment and 

sufficient library building with heating, cooling and lighting arrangements, and easy and 

comfortable furniture. 

4.5.2.4 General satisfaction with library services and other comments. 

This category of comments contains overall perception of library users about library 

services. A total of 183 comments were received under this theme.  
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Table 27 

General Satisfaction and Others 

Themes Parent Nodes Child Nodes/Statements Frequency 

General 

Satisfaction and 

Other Services 

(a) Overall perception of 

library users about library 

services 

Satisfactory 74 

Needs improvement to 

satisfy library users 

64 

(b) Services other than AS, IC 

and LP dimensions 

 Need for alternative 

power Supply in case of 

load shedding as 

generator/UPS                                                            

42 

Library budget                                   05 

Total   185 

 

Overall, 74 respondents were satisfied with library services whereas, 64 were 

dissatisfied. For example, one library user (R686) discussed: “There are many facilities given 

to the users in the library, the staff is also good.  Newspapers are also provided to update current 

knowledge. I am satisfied with the services of the library”. Near about 49 respondents showed 

their satisfaction with overall library services using word “satisfactory” (n=20) and “good” 

(n=29) in their open-ended comments. However, most of the users (n=64) were found 

dissatisfied in their comments. One user (R239) stated: “Library services are not satisfactory. 

They need attention for improvement”. Some users (R61, R62) explained, “We are not satisfied 

with the facilities of our library. There is no sufficient access to the internet and electronic 

media. We want these facilities”. The third most discussed node in this theme was alternative 
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power supply in case of load shedding. It was a new emerged node in this study. Various (n=42) 

users demanded generator and UPS in their open-ended comments.  

The second major node emerged in this study was library budget. One user (R258) 

demonstrated: “To cope with globalization and ever-changing circulations, library budget 

should be increased by 200%. A digital room carrying photo state machine, fax, phone, 

microfilms, and digital library access etc. should be established to enhance faculty interest and 

research abilities”. One respondent (R866) suggested: “Proper fund and staff should be 

provided to library. Library should be equipped with modern techniques and information 

technology”. 
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Figure 2: Cumulative chart qualitative comments 

4.5.3 Summary of Qualitative Comments 

The qualitative comments revealed that college libraries of Pakistan are not meeting 

the desired expectations and information needs of their users. The library users wanted more 

experienced, educated, and courteous library staff. The area of information control needs 

special attention. Information and communication technology was scarce in college libraries 

of Pakistan. The users demanded adequate computer, the internet and other technology 
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equipment. They also wanted library website, automation of libraries and access to electronic 

resources. Majority of the users needed book material. Open shelf system was also required by 

the respondents. The users were satisfied with library environment to some extent. However, 

they demanded purpose-built library buildings with alternative power supply in case of load 

shedding. Library users wanted comfortable and peaceful space for study with easy and 

attractive furniture. 

4.6 Chapter Summary 

The study revealed that college libraries are providing only three services to library 

users completely, whereas twelve-services were being provided to library users partially. Five-

services were not being provided to the users by college libraries. None of the service quality 

attributes met desired expectations of library users. The highest negative gap was noted related 

to information control dimension. Various types of users such as faculty members, graduate 

students and undergraduate students ha different opinion on library service quality. Similarly, 

a significant difference was found based on academic discipline, gender and college type. 

Pakistani users expected high level services from college libraries. The most expected services 

by college library users were related to library as place dimension followed by affect of service 

dimension. The least expected dimension was information control dimension in quantitative 

study. The users confirmed this view in open-ended comments as they showed their highest 

concern with regard to IC dimension. 
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CHAPTER 5:  FINDINGS, DISCUSSIONS AND CONCLUSION 

This chapter reports the key findings of the study with their interpretation in the light 

of current available literature. It also presents limitations, recommendations, implications of 

the study and future research directions. Overall, the conclusion of the dissertation has been 

presented in this chapter. 

5.1 Major Findings of the Study 

This is basically a quantitative study. The survey method was applied to the study to 

achieve the objectives. The data collection tool was principally based on LIBQUAL items 

slightly modified in Pakistani context. A bilingual questionnaire was delivered to 1100 

respondents from public sector post graduate college libraries in Punjab province of Pakistan. 

In response to the survey, 998 valid questionnaires were received with response rate of 91 % 

from study participants which include 200 (20%) faculty members, 392(39%) postgraduate 

students and 406 (41%) under graduate students. The demographic analysis also revealed that 

448 (45 %) respondents were male, and 550 (55%) were female, whereas 548 (55 %) 

respondents were from male colleges and 450 (45%) from female colleges. 

The following section presents key findings in response to each research question. 

5.1.1 What types of services are being provided and what are missing in college libraries 

of the Punjab Province of Pakistan? 

Descriptive statistics results found that out of twenty asked services, only three services 

are almost completely available. These services were (a) book issue and return facility, (b) 

registration process, and (c) proper shelf/stack maintenance, whereas12 services are partially 

available in college libraries of the Punjab. These services include (a) library physical facilities, 
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(b) reference services, (c) library orientation of fresh user, (d) readers’ advisory services, (e) 

training the students in library use, (f) reserve services, (g) value of readers’ suggestions for 

purchasing new books, DVDs, and other material, (h) reference & information services’ 

counter, (i) alertness of new arrival of books, periodicals/ magazines/newspapers and other 

material, (j) replacement of unserviceable material, (k) open access, and (l) library book bank.   

On the other hand, the participants of the study observed that five services were not 

being provided by their college libraries at all. The missing services were (a) SDI services, (b) 

photocopy and printing services, etc. (c) special collections services, (d) computers and internet 

services, and (e) interlibrary loan & resource sharing.   

5.1.2 Which attributes of given library service quality meet, or fall short of users’ 

expectations? 

The mean difference between perception score and desired score was examined across 

22 core LibQUAL items for the overall user groups to find attributes that meet or fall short of 

users’ expectation. The results of quantitative analysis found that a negative gap had been 

observed regarding all service quality items. It demonstrated that none of the library service 

met users’ expectations. All of the attributes of library service quality fall short of users’ 

expectations. 

5.1.3 Is there any significant difference which exists on perceived service quality across 

user types, gender and academic discipline? 

The results of One-Way ANOVA revealed that statistically significant difference was 

found among various types of users in their opinion about library service quality. The highest 

gap was found in faculty group followed by master’s students, bachelor’s, and intermediate 
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students. Additionally, the results of Post-hoc tukey HSD test found statistically significant 

difference between the groups of faculty and bachelor’s students; faculty and intermediate 

students; and master’s student and intermediate students. However, there was no statistical 

difference found between other groups i.e. faculty and master’s students, master’s students and 

bachelor’s students, and bachelor’s students and intermediate students. The results indicated 

that faculty group having the highest negative gap was the most unpleased group with library 

service quality followed by master’s students, bachelor’s students and intermediate students. 

The results of independent sample t-test revealed that statistically significant difference 

existed on the basis of gender. The highest gap was found in male library users as compared 

to female library users. So, the opinion of female respondents on service quality is better than 

that of male respondents. 

The results of one-way ANOVA test found a significant difference on library service 

quality based on academic disciplines. These results demonstrated that library users related to 

different academic disciplines had difference in their opinion about library service quality. The 

highest gap was found in the group of social science followed by others, arts and humanities, 

pure science, and languages. The results of post-hoc tukey HSD test revealed that statistically 

significant difference was found between the respondents of social science and languages, and 

languages and arts and humanities, However, no significant difference was found between 

other disciplines such as pure sciences and social sciences, pure science and languages, and 

pure sciences and arts and humanities, and pure science and others etc.. 
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5.1.4 Does service quality in the libraries of male colleges differ from that of the libraries 

of female college? 

The results of independent sample t-test found statistically significant difference on 

library service quality between the respondents of male and female college libraries. The mean 

value of male colleges was greater than that of the female colleges, which indicated a better 

library service quality in female college libraries as compared to that of male college libraries. 

The results of one way ANOVA found statistical significant difference between the 

respondents of male and female colleges on three service quality dimensions AS, IC, and LP. 

All three service quality dimensions had negative mean value. The IC dimension had the 

highest negative mean value followed by LP and AS dimensions. These results confirmed the 

results of independent sample t-test as the negative mean value of male colleges respondents 

was higher on all three service quality dimensions indicating better service quality in female 

college libraries as compared to that in male college libraries. 

5.1.5 In what way the users expect excellent service quality from college libraries? 

College library users’ expectations for excellent service quality were examined through 

the calculation of desired mean score. The users demanded excellent service quality from 

college libraries. The most wanted services by college library users were related to library as 

place (LP-dimension). It indicated the concern of library users with physical facilities of 

college libraries. They demanded proper and purpose-built library building with sufficient and 

quiet space, and comfortable and inviting location. College library users’ second priority with 

respect to service quality was related to affect of service (AS-dimension). They demanded that 

library staff should have the capability to handle users’ service problems. They wanted 
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knowledgeable, courteous, caring, helpful and confident library staff.  It was astonishing that 

college library users were not much concerned with information control (IC-dimension). The 

highest desired expectation was related to LP dimension and the least related to IC dimension. 

The AS dimension was considered moderately important by college library users. 

5.1.6 Suggestions for the Improvement of Service Quality 

College libraries infrastructure should be improved for the improvement of service 

quality in CLP. The infrastructure includes a centrally located purpose-built library building 

with sufficient space for individual and group activities, and proper heating, cooling and 

lighting arrangements. Easy and comfortable furniture should also be provided. An 

experienced, knowledgeable, dutiful and courteous library staff should be deputed in the 

libraries. Information and communication technology equipment including computer and the 

internet should be adequately arranged for CLP to implement latest technology in these 

libraries to cope with the challenges of new era. Additionally, alternative power supply in the 

shape of generator or UPS should be provided to face load shedding problems in Pakistan. 

Sufficient budget should be allocated for college libraries to provide better library services 

according to users’ demand.  

5.2 Discussions and Interpretation of Findings 

5.2.1 Availability of Library Services 

The results of the study revealed that college libraries were offering only three services 

to their users completely. They were providing12 services partially to their users, whereas five 

services were not provided to their users.  



142 

 

Many researchers reported that college libraries provided a variety of services to their 

users. The study of Mairaj and Naseer (2013), Aslam and Sesher (2018), and Buckland (2008) 

found that college libraries provided services related to physical facilities; reference and 

information service counter by providing periodicals, dictionaries, encyclopedias, atlases, 

biographical dictionaries, and bibliographies etc.; circulation; staff attitude; and ICT related 

services to their users. Bansol (2014) reported that CD ROM, reprographic, and OPAC services 

were being provided by college libraries. Ahmed and Islam (2012) established that library 

orientation of fresh user, training of students in library use, library security system, prayer 

room, discussion room, photocopy and printing services were also granted in college libraries. 

Khot and Patil (2004) identified that Current Awareness Service (CAS), Selective 

Dissemination of Information (SDI), inter library loan (ILL), serials and new arrival were the 

important library services provided by college libraries. Sidorko and Yang (2009) reported 

learning commons, plagiarism awareness, and; Konwar and Sinha (2014) highlighted resource 

sharing as the major college library services that were provided by college libraries throughout 

the globe. Similarly, library registration, open access of material, maintenance of stack, reserve 

services, value of readers’ suggestions, reader’s advisory services, and special collection 

service etc. were highlighted in library literature as the important college library services. 

The findings of the study under discussion found that three services were completely 

provided in college libraries of Pakistan. These services include (a) book issue and return 

facility, (b) registration process, and (c) proper shelf/stack maintenance. These findings were 

consistent with the results of the studies (Kaushik & Bhargava, 2012; Balasubramanian & 

Batcha, 2011, Mairaj & Mirza, 2013), whereas partially consistent with the findings of the 

studies (Akhtar, 2008; Rehman et al. 2009) that found that circulation services were provided 



143 

 

completely but the arrangement of library material and library membership was not 

satisfactory.  

In this study, it had also been observed that the participants of the study had established 

that 12 out of 20 services were partially available in college libraries of the Punjab. These 

services include (a) library physical facilities (furniture, ventilation, lighting, heating & cooling 

arrangements), (b) reference services by providing periodicals, dictionaries, encyclopedias, 

etc., (c) library orientation of fresh user (e.g., library tour/visit or tutorial), (d) readers’ advisory 

services: (helping the users find what they want by recommending specific titles), (e) training 

the students in library use, (f) reserve services (e.g., reserving  material to make available when 

needed; reserving loaned-to-someone-else material in advance), (g) value of readers’ 

suggestions for purchasing new books, DVDs, and other material, (h) reference & information 

services’ counter (e.g., giving correct answer to library users’ questions etc.), (i) alertness of 

new arrival of books, periodicals/ magazines/newspapers and other material (e.g. list of new 

material for faculty and students, display of cover pages on display board), (j) replacement of 

unserviceable material, (k) open access (books, journals and other reading material which are 

kept open on shelves rather than in closed, lock and key almirahs), and (l) library book bank 

(issuance of material for a session to needy students). The findings, to some extent, were 

consistent with those of the studies (Kaushik & Bhargava, 2012; Lo et al. 2013; Rehman et al, 

2009; Bansal, 2014; Rehman et al., 2011). However, the results were inconsistent with those 

of the studies (Akhtar, 2008; Ajidahun, 2006) which found that users were not satisfied with 

physical facilities provided in the libraries and college libraries were lacking adequate seating 

capacity and well location. 
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On the other hand, five services were not available in the college libraries. These 

services include (a) SDI services: a personal current awareness service to help users to use 

library resources more effectively (newspapers clipping, internet surfing), (b) photocopy and 

printing services, etc. (c) special collections services (e.g., rare books, manuscripts, reports, 

files, thesis/dissertations, audio-visual materials, other non-print/non digital formats, etc.), (d) 

adequate computers and internet services, (e) interlibrary loan & resource sharing. The results 

of this study were consistent with  the findings of the studies (Marwat et al. 2016; Patra, 2016; 

Satpathy & Satapathy, 2013; Asghar & Shafique, 2012; Kaushik & Bhargava, 2012; Ahmed 

& Islam, 2012; Khan & Shafique, 2011; Rehman et al. 2009; Sidorko & Yang, 2008; Khot & 

Patil; 2004; Khan, 2002). However, these results were inconsistent with the results of the 

studies (Aslam & Saher, 2018; Bachhav, 2015; Mirza & Mahmood, 2012; Shafique et al., 

2012; Rehman et al., 2011). 

The possible reasons for these phenomena might be (a) non-availability of proper 

infrastructure in CLP, (b) lack of available reference material (periodicals, dictionaries, 

encyclopedias etc.) in reference section and limited availability of electronic reference 

services, (c) non-availability of photocopier and printers in the libraries, (d) limited availability 

of basic ICT equipment i.e. computer and the internet, (e) lack of library budget to improve 

their services, (f) lack of training of library staff to render these services effectively etc.   

5.2.2 Gap between Desires and Perceptions 

The results of the study indicated that all service quality attributes fall short of users’ 

desired expectations. All of the service quality attributes had negative gap between perception 

score and desired score. The highest gap was found on items related to IC dimension followed 

by LP dimension. The least gap was found on AS dimension. It indicated that libraries were 
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providing slightly better staff related services followed by library physical facilities including 

infrastructure, space, and library environment etc. However, services related to the provision 

and access to print and electronic collection, and information and communication technology 

including library website are least provided by college libraries to their users. The users wanted 

remote access to electronic resources through library website but they had not been sufficiently 

provided such facilities. These results were consistent with those of earlier studies  (Goud, 

2013; Rehman, et al., 2014; Rehman, 2012b, 2013; Sabir, 2012; Ahmed & Shoeb, 2009; 

Arshad & Ameen, 2010; Arshad, 2009; Kachoka & Hoskins, 2009; Cook et al., 2008; Hariri 

& Afnani, 2008; Kannappanavar et al., 2011; Asghar & Shafique, 2012) that indicated high 

desired expectations of users, which were not fulfilled. These results were inconsistent with 

those of research studies (Hill, 2011; Bancroft & Lowe, 2006) which reported that libraries 

had maintained their websites and were providing better access to library material and services 

through these websites.The possible cause for this may be the shortage of resources (material, 

IT infrastructure, modern equipment for easy access), poor IT skills of library staff, limited 

availability of library websites and information retrieval training for users and library staff, 

and limited subscription or access to e-databases. The other possible cause may be the 

availability of low infrastructure in libraries in the shape of building, space, environment etc. 

The staff behavior and dutifulness might not be according to users’ desired expectations. 

5.2.3 Individual Difference on Perceived service Quality 

5.2.3.1 Difference in user type. 

Different types of the users which include faculty, master’s students, bachelor’s 

students, and intermediate students had difference in their opinion about library service quality. 

All the user groups had negative gap on LSQ. Faculty had the highest negative gap followed 
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by master’s students and bachelor’s students. Intermediate students had the lowest negative 

gap as compared to that of other groups. The results of the study were consistent with those of 

earlier studies (Hiller, 2001; Hitchingham & Kenney, 2002; Boykin, 2002; Peterson et al., 

2004; Cook, et al., 2008; Mirza & Mahmood, 2012) which found that different types of users 

had different opinion about library service quality. However, the results were contrary to those 

of the studies (Cook & Heath, 2001; Cook et al., 2001; Dole, 2002; Rehman & Sabir. 2012) 

which found no difference in the opinion of different user groups on library service quality. 

The results indicated that libraries were not meeting the demands of any type of library users. 

The reason behind negative gap of faculty group might be the excessive needs of faculty as 

compared to those of the students. These needs might be for the preparation of their lectures 

and completion of their research projects. The other reason might be high expectation level 

due to their dominant and superior position in colleges. The second user group having higher 

negative gap were master’s student. It might be due to more requirement of library material by 

master’s students to complete their assignments, and research work. The reason behind less 

gap score of bachelor’s and intermediate students might be their fewer needs as compared to 

those of faculty, and master’s students due to their exemption from assignments because of 

annual examination system and research work.  

5.2.3.2 Gender based difference on library service quality. 

The results of independent sample t-test found a significant difference between the 

male and female college library users. The results revealed that the female respondents had 

lower gap as compared to the male respondents. It means female users were provided better 

services as compared to male library users. These results verified the results of the studies 

(Waqar et al., 2015; Jager & Gbadamosi, 2013; Hiller, 2001; Ruby, 1996) which indicated a 
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significant difference in male and female user groups regarding library service quality. These 

results were inconsistent with those of the studies (Zha et al., 2014; Mirza & Mahmood, 2012; 

Rehman & Sabir, 2012; Cook & Thompson, 2001; Sharma, et al., 2010; Posey, 2009; Hariri & 

Afnani, 2008) which found no gender based difference on library service quality. The possible 

reason for this phenomena may be better attitude of library staff with female library users as 

compared to male library users in male college libraries. The second possible reason may be 

better attitude of female college library staff with users as compared to male college library 

staff.  

5.2.3.3 Difference based on academic discipline. 

These results demonstrated that library users related to different academic disciplines 

had different opinion about library service quality. These results were consistent with those of 

the studies (Creaser, 2006; Lessin, 2004; Lee, 2004; Rehman & Sabir, 2012; Mirza & 

Mahmood, 2012) that noted significant difference among library users belonging to different 

academic disciplines. 

The highest mean gap shows that the respondents from social science discipline 

expected more from college libraries as compared to those belonging to other disciplines. As 

a result, they were found to be the highest un-pleased users. The possible cause may the non-

availability of material related to social science discipline in college libraries.  

5.2.3.4 Service quality and college type. 

The results of independent sample t-test found a significant difference between the 

respondents of male and female colleges. The results revealed that the respondents from female 

colleges had lower gap as compared to the respondents from male colleges. Both groups of 
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colleges had negative gap on all three service quality dimension: AS, IC, and LP. Female 

college library users had lower gap on all three dimensions as compared to male college library 

users. It indicated that female college libraries were providing slightly better services to their 

users than male college libraries. The possible reason for this situation might be the provision 

of better services in female college libraries as compared to male college libraries. The staff 

attitude or infrastructure may be better in female college libraries as compared to that in male 

college libraries. In spite of all efforts, no study had been found in literature on difference of 

users groups on service quality on the basis of college type.   

5.2.4 Users’ Expectations for Excellent Service Quality from CLP 

The most wanted services by college library users are related to library as place (LP-

dimension). It indicated the concern of library users with physical facilities of college libraries. 

College library users’ second priority with respect to service quality was related to affect of 

service (AS-dimension). They demanded that library staff should have the capability to handle 

users’ service problems. They wanted knowledgeable, courteous, caring, helpful and confident 

library staff.  It was astonishing that college library users were not much concerned with 

information control (IC-dimension). The highest desired expectation was related to LP 

dimension and least related to IC dimension. The AS dimension was considered moderately 

important by college library users. However, they demanded for computer and the internet in 

their college libraries.  

These results were different from the results of the (Patra, 2016; Ahmed & Islam, 2012; 

Rehman, 2012b; Rehman, 2014; Satpathy & Satapathy, 2013) that indicated the services 

related to IC dimension as the most expected library services from college libraries. These 

results partially verified the results of the studies (Helgesen & Nesset, 2011) that pointed out 
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the highest desired expectations were noted with LP dimension and the least with AS 

dimension, whereas IC dimension was considered moderately important. These results were 

also contrary to those of the studies (Mallya & Patwardhan, 2018; Awan et al., 2008) that 

indicated AS dimension as the most expected library service from college libraries followed 

by LP dimension. There may be different possibilities for these results. College libraries are 

not properly facilitated with information and communication technologies (ICT) according to 

membership statistics of users due to budget constraints. As a result, all library users can not 

avail a sufficient chance of using these technologies due to limited availability. Therefore, 

Pakistani college library users had not much experience of using remote access, web based 

services and other services related to IC dimension in their libraries. Hence, they are not in a 

position to explain their actual demands and expectations. The other possible cause may be the 

expectation of college library users for workable space in libraries due to the non-availability 

of enough space for study and learning in their home or office due to their living below poverty 

level. The Pakistani society has joint family living culture. In view of such context, college 

library users face multiple problems related to space and peaceful environment for study in 

their homes. Therefore, they expect these services from college libraries. The other possible 

reason may be the experience of the users with attitude and knowledge of library staff. They 

demanded this service as the moderate. In their written remarks, college library users 

demanded for the improvement in services related to AS dimension.  

5.2.5 Users’ Comments and Suggestions Regarding College Library Services 

The library users commented about availability status of different library services 

provided in CLP. These comments were mainly related to library staff availability, dutifulness, 

attitude and behavior with library users; the availability and access to library material and 
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equipment; library environment and physical facilities; and general comments. Some library 

users were pleased with library staff behavior and attitude, whereas some showed their 

concerns in this regard. Library users suggested more availability of educated, responsible, and 

technically trained staff. They also required the improvement in staff behavior. A majority of 

comments were received on adequate availability of ICT equipment such as computer, the 

internet, photocopier, and printer etc. The majority of library users revealed their concern about 

services related to the availability and access to material and ICT equipment. They complained 

about the shortage of printed as well as electronic resources. The users suggested more print 

material in the shape of books, journals, reference material, improvement in circulation system, 

availability of open shelf system, availability of reference services, CAS, and library 

instructions etc. They demanded adequate quantity of computers and high speed internet in 

libraries with easy and full time access to electronic material. The third category of users’ 

comments was related to physical facilities in the library. Some library users were pleased with 

physical facilities in their libraries. However, they suggested proper and centrally located 

library building with sufficient physical facilities which included library infrastructure having 

purpose-built library building with heating, cooling, and lighting arrangements; easy and 

comfortable furniture; and noiseless and peaceful library environment. In addition to these 

comments, library users presented some general comments about library services. They 

suggested alternative power supply in the shape of UPS, or generators to cope with the 

challenges of load shedding in Pakistan. They also suggested sufficient library budget for CLP 

so that they may be able to render better library services.  
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5.3 Limitations of the Study 

This study has some limitations. Therefore, the findings should be considered keeping 

in view certain limitations of the study. First, there were limited studies available on college 

libraries in Pakistan. The majority of available studies were conducted in previous years by 

master’s student to complete their dissertations. Some research articles were available, which 

have been reviewed preferably. The researcher reviewed international literature on college and 

academic libraries at large in this research study.  

The second limitation of this study was the use of cross sectional research design for 

this study. Cross sectional design involves in collecting data at a particular point of time from 

a population consisting of individuals of different ages, different educational levels, different 

occupations, and residing in different parts of the country (Cohen et al., 2008). The limitations 

of this research design emerged due to the fact that certain attitudinal and behavioral variables 

were involved in the study. Cross sectional study cannot measure the changes in behavior and 

attitude of the study participants. The study of behavior and attitude of the participants requires 

gathering data regularly from the same respondents over a long duration of time, which is only 

possible using longitudinal research design. Another limitation of cross sectional studies may 

be non-response bias if the respondents who consent to fill in the questionnaire differ from 

those who do not, resulting in the non-representative sample. As a result, the findings of the 

study might be different. Though, the non-response rate was relatively low (9%) in this study 

and the high response rate of (91%) should minimize the non-response bias. Yet, non-response 

rate possibility is there. Hence, it is recommended that time trends methods should be applied 

in future studies to minimize this bias. 



152 

 

The third limitation of this study was the use of convenient sampling technique. 

Though, the researcher used stratified random sampling technique to draw a sample of 22 post 

graduate college libraries from a population of 42 post graduate public sector general education 

colleges. Yet, there is chance of not being a true representative sample of population due to the 

selection of the respondents from each strata using convenient sampling technique. 

5.4 Conclusion 

The study explored that college libraries were not providing all library services to its 

users at par with international community. Out of twenty college library services, only three 

services were completely provided. These services include availability of circulation services, 

issuance of membership cards, and proper shelf/stack maintenance. However, twelve-services 

were being provided to library users partially, these services include library physical facilities; 

reference services; library orientation of fresh user; readers’ advisory services etc. The 

respondents indicated five-services which were not being provided to them by their college 

libraries. The missing services were SDI services; photocopy and printing services, etc., special 

collections services; computers and internet services; and interlibrary loan and resource 

sharing.  

The study illustrated that college library users expected very high quality of library 

services. The users showed the highest expectations with LP dimension (physical space, 

environment and location) and the lowest ones were related to IC dimension (website, 

electronic information sources). The AS dimension was moderately expected by college library 

users. The faculty had the largest and intermediate students had the lowest service quality gap. 

All the services were perceived lower than desired level of users in college libraries. There was 

a significant difference found between male and female library users regarding library service 
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quality. Likewise, a significant difference was examined on the basis of college type (male and 

female college). The male users had a broader gap as compared to female library users. 

Similarly, the users from male colleges had a broader gap as compared to female college library 

users. Besides, a significant difference was observed among users’ types and academic 

disciplines. A significant difference was noted between the groups of faculty and bachelor’s 

students, faculty and intermediate students, and master’s student and intermediate students. 

Similarly, a significant difference was found among users of different disciplines (languages 

and social science, and languages and arts/humanities).  

Findings of qualitative analysis of open-ended comments and suggestions completely 

supported the results of quantitative study. For example, the analysis of open ended comments 

indicated that the most common issues of library users were related to library space and 

environment, staff courtesy, and collection and access. The college library users in CLP 

suggested for the improvement in library building and environment with sufficient space for 

individual and group study, dutifulness and willingness of library staff, and the increase in 

library material and provision of computers and the internet in the library.  

The results of this study will facilitate library authorities of college libraries of the 

Punjab province of Pakistan to determine users’ expectations and perceptions and their 

differences. Often, college libraries capability is criticized due to the non-availability of quality 

services to their users. This study demonstrated that limited services are completely provided 

to users of college libraries. Additionally, all provided services by college libraries of the 

Punjab province of Pakistan fall short of users’ desired expectations as measured through 

LibQUAL. It is suggested that the Higher Education Commission (HEC), and the Punjab 

Higher Education Commission (PHEC) as statuary bodies, and the Higher Education 
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Department (HED) as administrative authority of colleges in Punjab province of Pakistan 

should set up library standards for standardizing library services to attain the quality of college 

libraries in Punjab province of Pakistan. 

5.5 Recommendations  

 The results of the study suggest following recommendations for the 

management of college libraries, the higher education department (HED), Govt. of the Punjab, 

the Director Public Instructions (DPI), the HEC, the PHEC, directors (colleges), principals, 

librarians and policy makers to improve the quality of library services. 

It is noted that current fund allocation in college libraries does not fulfill their 

requirements. Therefore, the HED, the HEC, and the PHEC should take serious steps 

immediately for the increase in fund allocation for the services that are below the desired 

expectations of library users.    

In addition to annual library budget, library lapsed security fund is available in almost 

every college and these funds can only be utilized for the improvement of libraries. Colleges 

with excess enrolment of students have a huge amount in this head but library authorities 

hesitate from using this fund for library improvement due to the fear of audit objections. Some 

college heads use this fund for general tasks of colleges other than libraries’ improvement. The 

HED should pass instructions to utilize these funds certainly for the improvement of libraries 

instead of any other purpose. 

The results of the study show that LP dimension of library service quality is the most 

expected library service by college library users. LP dimension deals with the infrastructure 

and environment of the library. Sufficient space for personal and group study with peaceful 



155 

 

environment having heating and cooling arrangement is the principal need of college library 

users. The HED should take serious measures to upgrade infrastructure of libraries with 

necessary facilities like air-conditioning, heating, lighting etc. 

The second most group of desired services in this study was related to AS dimension. 

AS dimension deals with availability, dutifulness and behaviour of library staff. During the 

preliminary data collection for this research study, it was noted that majority of the college 

libraries were working without professional staff. For this study, it was astonishing to note that 

only 42 post graduate colleges out of 87 had professional librarians. The users demanded more 

library staff including professional staff in their written comments in response to open ended 

question. The higher education department Government of the Punjab should recruit library 

professionals and other staff on immediate basis to provide better library services to library 

users. 

In addition to the provision of library staff, the users expected positive behavior of 

library staff in their written comments. So, polite and courteous staff should be deputed in 

college libraries. Library administrators should regularly arrange in-service training courses 

and workshops for library professionals, paraprofessionals and support staff focusing on user 

services, customer care, communication skills and public relations. 

In addition to LP and AS dimension, the findings of the study include some 

implications for policy makers, the HED, the HEC, the PHEC and library administration 

regarding IC dimension. The library material does not fulfill the requirements of library users. 

The users further pointed out that application of information and communication technology 

(ICT) was very limited in college libraries. Majority of the college library users in their written 
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comments demanded computer and the internet in their libraries. It means computer and 

internet facilities are not being adequately provided in these libraries. It is also noted that 

college library users have little experience of electronic and digital resources, and electronic 

databases. Library authorities should improve print and electronic material (book, journals, 

electronic resources), latest information access tools (classification schemes, catalogues, and 

websites) with latest equipment (computer, printer, photocopier, scanner etc.) having internet 

connection with sufficient bandwidth for college libraries. The HEC should also provide 24/7 

access to the HEC digital library to the college libraries to boost up research culture in colleges 

at par with the universities of Pakistan. 

The results of the study found that the female are provided slightly better services as 

compared to those provided to male library users. Similarly, female college libraries are 

providing better services to its users to some extent as compared to male college libraries. 

Moreover, undergraduate students: bachelor’s and intermediate students are given less 

importance as compared to faculty and post graduate: master’s students. The findings of the 

study have revealed that library staff should treat each group of users equally, especially 

undergraduate students should be facilitated equally in line with faculty and post graduate 

students. 

This research also emphasizes the vital role of overall service quality to gain the loyalty 

of library users. Hence, if a library improves its quality of services, their users will be more 

happy and satisfied. Otherwise, the library will lose its repute. 

The users had different opinions and requirements based on their academic disciplines. 

This difference should be kept in mind while planning library services. Libraries should do 
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more efforts to improve the material related to social science disciplines as these are found to 

be the most displeased library users’ group. 

This study explores additional library service quality attribute beyond the LibQUAL 

items through a variety of open ended comments provided by college library users. These 

comments provided many valuable and useful suggestions. These suggestions include more 

print and electronic resources; need for more computer, the internet, photocopier and printer; 

need for proper library website; need for library instruction/ orientation; need for open shelf 

system; and need for alternative power supply to be used in case of load shedding etc.. Libraries 

should wisely consider these suggestions to improve their quality of services. 

5.6 Implications of the Study 

The study provides useful theoretical as well practical implications in the area of library 

service quality in college libraries of Pakistan. 

5.6.1 Theoretical Implications 

From the theoretical point of view, this research study contributes to new knowledge 

concerning the area of service quality measurement in college libraries in a developing country 

context which are seldom the studied subject in the country. The researcher modified the 

LibQUAL and got its validation in local context. 

5.6.2 Practical Implications 

The findings of the study will provide guidelines to library administrators to know the 

perception of college library users regarding library services. Weak and strong areas of services 

can be determined by the help of this study. Furthermore, the research recognizes service 

attributes below the users’ desired expectations. The library administrators can segregate these 
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challenging areas and can make plans for spontaneous action on the basis of these results. The 

last but not least, the results of the study will provide successful information to the library 

management for future planning, improvement of services and to justify the funds incurred on 

these services. 

5.7 Future Research Directions  

This is the first research study to illustrate the service quality in college libraries of the 

Punjab province of Pakistan. However, there are a number of areas available for further studies. 

Based on the personal experience of the researcher, the previous research, and limitations of 

this research study, the researcher is of the view that the future research on library service 

quality in Pakistan should keep the following concerns and suggestions in view: 

In order to cross validate the findings of this study, future research should be conducted 

on library service quality using qualitative research techniques (observation, interview, and 

focus group) and Mix method. 

Perceptions of library staff should be measured to determine similarity or dissimilarity 

of their opinion with core library users (faculty, graduate, and undergraduate students) about 

library services.  

This study has been conducted on a sample from general education post graduate 

college libraries of the Punjab province of Pakistan. The further research should be conducted 

on other college libraries such as degree college libraries, inter college libraries, commerce 

college libraries, and technology college and technical institutes libraries in the Punjab 

province of Pakistan. 
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This research study has been conducted in public sector college libraries of the Punjab. 

There is a vast network of private sector college libraries in the province and Pakistan as well. 

The libraries of private colleges in the province and the country should be studied in future to 

know the perception of the users of private college libraries about their service quality.  

Professional college libraries have not been studied in this research study. Professionals 

need more specialized services than others. Therefore, future studies should be focused on 

professional college libraries (medical, engineering, agriculture, and law college libraries etc.) 

because these libraries provide services to professionals or students of different professional 

courses.  

This research study was conducted in public sector post graduate college libraries of 

the Punjab. School libraries are actually foundation builders of a nation. However, no 

comprehensive study has been conducted on school libraries up till now. School libraries 

should be given special focus in future research studies.  

This research study has been conducted in the Punjab province of Pakistan. The Punjab 

province is one of the populous province of the country. It is also considered the more 

developed province as compared to other provinces. Future studies should be conducted on 

other provinces of the country, focusing their context and culture of different types of college 

libraries i.e. public sector, private sector, technical, and professional college libraries. 
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APPENDICES 

Appendix A: Cover Letter for Doctoral Dissertation Questionnaire 

QUESTIONNAIRE                                                            سوالنامہ 

 

Measuring Service Quality in College Libraries of Pakistan 

Your opinion counts!  

Dear Respondents, 

I am a PhD scholar at the University of the Punjab, conducting a study on “Measuring 

Service quality in College Libraries of Pakistan” under the supervision of Dr. Shafiq Ur 

Rehman. The purpose of the study is to find out the current status and also suggest further 

measures for the improvement of service quality, which would ultimately improve the quality 

of education and contribute in national development. The survey consists of three parts: (i) 

status of college library services (ii) your expectations and perceptions about your library 

services (based on your experiences as the user of this college library) (iii) and personal 

information.  

As a study participant, your opinions, perceptions and expectations regarding your 

college library service quality will highly be valued. Better understanding of your needs, 

perceptions and expectations will help library authorities to tailor library services accordingly. 
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Your response will provide essential information for the future planning. Please read carefully 

each statement of the attached questionnaire and answer all the questions. It will take you about 

25 minutes to complete the questionnaire. I assure that the information provided will be used 

only for research purpose and kept confidential. In case of any query, please feel free to contact 

me. 

Thank you in advance for your co-operation. 

 

Khalid Mahmood  

PhD Scholar, University of the Punjab, Lahore, Pakistan 

Librarian, Government College for Elementary Teachers Rangeelpur Multan. 

E-mail: kmsanghera@gmail.com 

Phone: 0300-7196780  

 

  



201 

 

Appendix B: Questionnaire Used in the Study 

Part I: Status of College Library Services 

Please tick () the availability of following services in your college library by using the 

following scale:  

برائےمہربانی مندرجہ ذیل پیمانہ استعمال کرتے ہوئے نیچے دئیے گئے کسی ایک خانہ میں نشان لگاکر اپنی کالج 

 الئبریری میں موجود خدمات کے متعلق اپنی رائے دیں۔                                                                        

CA=Completely Available,   PA=Partially Available,   NA=Not Available,    DK=Don’t Know 

Sr. 

No 

College Library Services 

 کالج الئبریری خدمات۔

CA 

مکمل 

 موجود

PA 

جزوی 

 موجود

NA 

غیرموج

 ود

DK 

معلوم 

 نہیں

1 Library physical facilities (furniture, ventilation, lighting, 

heating & cooling arrangements)    

الئبریری میں روشنی ، ہوا اور موسم کے مطابق سہولیات کی  

 فراہمی               

    

2 Library orientation of fresh user (e.g., library tour/visit or 

tutorial)        

نئے ٓانے والے طلباءوطالبات کے لیے الئبریری کا 

 دورہ                                                                          

    

3 Training the students in library use 

طلباء وطالبات کے لیے الئبریری استعمال  کےطریقہ کار کی تربیت کا 

     انتظام                  

    

4 Registration process (issuance of library membership 

cards) 

الئبریری ممبرز کی رجسٹریشن،) ممبرشپ کارڈ کا 

 اجراء(۔                                                                   

    

5 Book issue and return facility 

 مواد کا اجراء اور واپسی ۔

    

6 Open access (books, journals and other reading material are 

kept open on shelves rather than in closed, lock and key 

almirahs) 

کتب، رسائل وجرائد اور دیگر مواد کی کھلے شیلفوں اور الماریوں میں 

        تالے کے بغیرفراہمی۔                                        

    

7 Proper shelf/stack maintenance 

 شیلف، الماریوں اور ذخیرہ کتب کی مناسب دیکھ بھال۔
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Sr. 

No 

College Library Services 

 کالج الئبریری خدمات۔

CA 

مکمل 

 موجود

PA 

جزوی 

 موجود

NA 

غیرموج

 ود

DK 

معلوم 

 نہیں

8 Computers and internet services 

 کمپیوٹر اور انٹرنیٹ کی دستیابی                

    

9 Photocopy and printing services, etc. 

 فوٹوکاپی اور پرنٹر کی سہولت ۔

    

10 Library book bank (issuance of material for a session to 

needy students) 

الئبریری بک بینک کی سہولت تاکہ مستحق طلباوطالبات مکمل سیشن 

 کے لیے کتب جاری کرواسکیں۔                                       

    

11 Alertness of new arrival of books, periodicals/ 

magazines/newspapers and other material (e.g. list of new 

material for faculty and students, display of cover pages on 

display board) 

مواد کے  دیگرالئبریری میں رسائل و جرائد یعنی میگزین، اخبارات اور

متعلق قارئین کو ٓاگاہی )فہرست مہیا کرنے یا کتاب کے سرورق کو بورڈ 

پر ٓاویزاں کرنے سے 

                                                 (۔                                                

  

    

12 Replacement of unserviceable material         

مواد کی تجدید: الئبریری مواد ناقابل استعمال ہونے کی صورت میں نئے 

 متبادل مواد کی فراہمی۔

    

13 Reserve services (e.g., reserving  material to make 

available when needed; reserving loaned-to-someone-else 

material in advance) 

کسی قاری کو جاری شدہ مواد کو دوسرے قاری کے لیے مخصوص اور 

 محفوظ کرنا تاکہ وہ بروقت فائدہ حاصل کرسکے۔                           

    

14 Value of readers’ suggestions for purchasing new books, 

DVDs, and other material 

اور دیگر مواد خریدنے میں قارئین کے الئبریری کے لیے کتابیں 

                                                     -اہمیتمشورہ کی 

    

15 Reference services by providing periodicals, dictionaries, 

encyclopedias, etc.  

وغیرہ کی الئبریری میں اخبارات و رسائل، ڈکشنری، انسائیکلوپیڈیا 

حوالہ جاتی خدمات کی سہولت۔                                  شکل میں   

    

16  Readers’ Advisory Services: (helping the users find what 

they want by recommending specific titles) 

ین لیے مشاورتی خدمات:۔ قارئین کی ضروریات کو الئبریری کی قارئ

مدنظررکھ کرمخصوص عنوانات کاموادتالش کرنے میں ان کی مددکی 

 سہولت۔

    

Sr. 

No 

College Library Services 

 کالج الئبریری خدمات۔

CA 

مکمل 

 موجود

PA 

جزوی 

 موجود

NA 

غیرموج

 ود

DK 

معلوم 

 نہیں
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17 SDI Services: a personal current awareness service to help 

users to use library resources more effectively )newspapers 

clipping, internet surfing( 

منتخب معلومات کی فراہمی:۔قارئین کو ذاتی طور پر باخبر رکھنے کے 

لیے تازہ معلومات کی فراہمی مثالً اخبارات کی کٹنگ اور انٹرنیٹ سے 

 مواد کی تالش، وغیرہ  

    

18 Reference & information services’ counter (e.g., giving 

correct answer to library users’ questions etc.) 

حوالہ جاتی خدمات کے لیے کأونٹر:۔ قارئین کے سواالت کے درست 

 جوابات وغیرہ۔    

    

19 Special collections services (e.g., rare books, manuscripts, 

reports, files, thesis/dissertations, audio-visual materials, 

other non-print/non digital formats, etc.) 

مخصوص مواد کی خدمات مثالً نایاب کتب، مخطوطات و مسودات )قلمی 

نسخہ جات(، رپورٹس، فائل، مقالہ جات، سمعی و بصری مواد اور دیگر 

 مثالً ٹرانسپیرنسی، فلم، مائیکروفارم، کیسٹ، ماڈل اور گلوب وغیرہ۔

    

20 Interlibrary loan & resource sharing  

ہونے والے مواد کو دوسری الئبریری سے الئبریری میں دستیاب نہ 

 ادھار حاصل کرنے کی خدمات۔

    

21 Any Other (Please specify)          کوئی اور)برائے مہربانی

 وضاحت فرمائیں(۔
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Part II: Assessment of Library Service Quality 

Please rate the quality of your desired and perceived library services of college library by 

encircling following items according to 1-5 point scale. If your level of desired or perceived 

services within the statement is extremely high - please encircle 5, extremely low - please 

encircle 1. You may also grade your answer from 2 to 4, depending on the value you believe 

is suitable for your answer. 

الئبری کو  کالجبرائے مہربانی درج ذیل سواالت کو توجہ سے پڑھیں اور پھر اپنی  1-5 تک کے پیمانے تک  

لگائیں اگر بہت کم ہے تو ایک نمبر نمبر کے گرددائرہ  5جانچیں۔ اگر آپ کی توقعات/کارکردگی انتہائی بلند ہے تو 

تک کسی بھی نمبر پر دائرہ لگاسکتے ہیں۔ الئبریری سروس کو الٹی کو جانچنے کے  4سے  2پر دائرہ لگائیں۔ آپ 

 دو

(Desired & Perceived)   درجے ہیں۔  

 

 

 

 

 

 

For each item, you must EITHER rate in first two columns OR identify the item as "N/A" (not 

applicable). Selecting "N/A" will override all other answers for that item. 

(N A)ہر خانے میں آپ کسی نمبر پر نشان لگائیں)دونوں کالم علیحدہ علیحدہ یا پھر غیر متعلق  لکھ دیں۔( غیر  

 متعلقہ پر نشان لگانے کی صورت میں اس سوال کے متعلقہ کسی بھی جواب کو شمار نہیں کیا جائے گا۔ 

When it comes to... 

 مندرجہ ذیل سروسز کا ذکر ہوتو۔۔۔۔……
My Desired 

Service Level 

Is 

الئبریری سے 

سروسز کے بارے 

 میں میری  توقعات

Perceived 

Service 

Performance Is 

الئبریری کی 

موجودہ فراہم کردہ 

سروسز کے بارے 

 میں میری رائے۔ 

N/A 

غیر 

 متعلق

Low 

 کم

High 

 زیادہ

Low 

 کم

High 

 زیادہ

1 
Library staff instill confidence in users     

 الئبریری سٹاف قارئین میں اعتماد پیدا کرتا ہے۔   

1 2 3 4 5 1 2 3 4 5 
 

2 

Library Staff gives individual attention to the 

users 

 الئبریری سٹاف قارئین کو انفرادی توجہ دیتا ہے۔

1 2 3 4 5 1 2 3 4 5 

 

3 

Library staff is consistently courteous 

 کرتا الئبریری سٹاف مسلسل اچھے رویے کا مظاہرہ

 ہے۔ 

1 2 3 4 5 1 2 3 4 5 

 

When it comes to... 

 مندرجہ ذیل سروسز کا ذکر ہوتو۔۔۔۔

My Desired 

Service Level Is 

الئبریری سے 

سروسز کے بارے 

 میں میری  توقعات
 

Perceived Service 

Performance Is 

الئبریری کی 

موجودہ فراہم کردہ 

سروسز کے بارے 

 میں میری رائے۔

N/A 

غیر 

 متعلق

Desired -- the number that represents the level of service that you personally 

want 

 کسی بھی سروس کا وہ معیار جو آپ ذاتی طور پر چاہتے ہوں۔        مطلوبہ:

Perceived -- the number that represents the level of service that you believe 

your  

                                         library currently provides 

 موجود فراہم کی جانے والی سروس کو ظاہر کرے۔ فراہم کردہ:     آپ کی الئبریری میں
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Low 

 کم

High 

 زیادہ

Low 

 کم
High 

 زیادہ

4 

Library staff is always ready to respond to 

users’ questions 

الئبریری سٹاف قارئین کے سواالت کے جوابات 

 کےلیےہر وقت مستعد رہتا ہے

1 2 3 4 5 1 2 3 4 5 

 

5 

Library staff has knowledge to answer users’ 

questions 

الئبریری سٹاف  قارئین کے سواالت کا جواب دینے کی 

 اہلیت رکھتا ہے۔ 

1 2 3 4 5 1 2 3 4 5 

 

6 

Library staff deals with users in a caring 

fashion 

 قارئین کا خیال رکھنے واال الئبریری سٹاف موجود ہے۔

1 2 3 4 5 1 2 3 4 5 

 

7 

Library staff understands the needs of their 

users 

 الئبریری سٹاف قارئین کی ضروریات سمجھتا ہے۔

1 2 3 4 5 1 2 3 4 5 

 

8 

Library staff is always willing to help users 

الئبریری سٹاف قارئین کی مدد کے لیے ہر دم تیار رہتا 

 ہے۔

1 2 3 4 5 1 2 3 4 5 

 

9 

Library staff shows dependability in handling 

users' service problems 

الئبریری سٹاف قارئین کے مسائل حل کرنے کی اہلیت 

 رکھتا ہے۔

1 2 3 4 5 1 2 3 4 5 

 

1

0 

Electronic resources of the library are 

accessible from my home or office  

الئبریری کے الیکٹرونک ذرائع گھر یا دفتر  

 سے قابل رسائی ہیں۔        

1 2 3 4 5 1 2 3 4 5 

 

1

1 

The library Web site enables me to locate 

information on my own                                

الئبریری ویب سائٹ مجھے خود سے معلومات تک 

 رسائی فراہم کرتی ہے

1 2 3 4 5 1 2 3 4 5 

 

1

2 

The library has printed materials, I need for 

my work 

الئبریری میں میری ضروریات کا پرنٹڈ مواد موجود 

 ہے۔

1 2 3 4 5 1 2 3 4 5 

 

 

When it comes to... 

 مندرجہ ذیل سروسز کا ذکر ہوتو۔۔۔۔

My Desired 

Service Level Is 

الئبریری سے سروسز 

کے بارے میں میری  

 توقعات

Perceived 

Service 

Performance Is 

الئبریری کی موجودہ 

فراہم کردہ سروسز 

کے بارے میں میری 

 رائے۔

N/A 

غیر 

 متعلق
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Low 

 کم

High 

 زیادہ
Low 

 کم
High 

 زیادہ

 

13 

The Library has electronic information resources, 

I need 

الئبریری میں میری مطلوبہ معلومات کے الیکٹرونک ذرائع 

 موجود ہیں۔

1 2 3 4 5 1 2 3 4 5 

 

14 

The library has modern equipment that lets me 

easily access to the needed information           

الئبریری میں معلومات تک رسائی کاجدید سامان موجود  

 ہے۔

1 2 3 4 5 1 2 3 4 5 

 

15 

The library has easy-to-use access tools that 

allow me to find things on my own           

الئبریری میں مواد کی تالش میں معاون قابل رسائی آالت 

وغیرہ(موجود ہیں۔،سائن بوڈرز )کیٹالگ   

1 2 3 4 5 1 2 3 4 5 

 

16 

The library makes the information easily 

accessible for independent use      

الئبریری خود سے استعمال کےلیے معلومات تک آسان  

 رسائی مہیاکرتی ہے۔

1 2 3 4 5 1 2 3 4 5 

 

17 

The library has print and/or electronic journal 

collections I require for my work   

الئبریری میں میری ضرورت کے پرنٹ اور الیکٹرونک 

 جرائد موجود ہیں۔

1 2 3 4 5 1 2 3 4 5 

 

18 

The library has space that inspires study and 

learning 

 الئبریری کی عمارت مطالعہ اور علم کا شوق پیدا کرتی ہے۔ 

1 2 3 4 5 1 2 3 4 5 

 

19 

The library has quiet space for individual 

activities   

۔ الئبریری انفرادی سرگرمی کے لیے پر سکون جگہ ہے  

1 2 3 4 5 1 2 3 4 5 

 

20 
The library has comfortable and inviting location 

 الئبریری آرام دہ اور دلکش جگہ ہے۔    

1 2 3 4 5 1 2 3 4 5 
 

21 

The library is a gateway for study, learning, or 

research 

 الئبریری مطالعہ، علم اور تحقیق کا مرکز ہے۔

1 2 3 4 5 1 2 3 4 5 

 

22 

The library has community spaces for group 

learning and group study 

الئبریری میں اجتماعی /گروپ مطالعہ اور تحقیق کے لیے   

 مناسب جگہ میسر ہے۔

1 2 3 4 5 1 2 3 4 5 

 

Part-III 

Please answer a few more questions about yourself       برائے مہربانی اپنے متعلق

  چند سواالت کے جوابات دیں۔

23. Your gender…آپ کی جنس        

a.    Male  مرد            b.    Female         عورت  
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24. What best describes you?  آپ کون ہیں؟   

a.    Faculty ماسٹر کا  b.    Master student or equivalent (B.S. four years)     فیکلٹی 

 طالب علم یا مساوی

c.    Bachelor student or equivalent کا طالب علم یا مساوی /بی ایس سی۔ اے بی          

d.    Intermediate or equivalent  مساویایف۔اے/ایف ایس سی کا طالب علم یا   

e.    Others (Please specify) )دیگر )واضح کریں  

25. Your discipline… 

a.  Pure Science سائنس b.  Social Science سائنس سوشل                            c. 

 Languages      زبان 

d.  Arts/Humanities    آرٹس /جنرل  e.  others (Please specify)    )دیگر )واضح کریں 

26. Please write any comments/suggestions about library services below: 

 برائے مہربانی الئبریری سروس کے متعلق اپنی رائے اور تجاویز لکھیں۔ 

            

             

             

________________________________________________________________________ 

Thank you for participation in this survey!                                           سروے میں حصہ لینے کا

 خصوصی شکریہ
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Appendix C: Permission Letter for Use of LibQUAL 

Martha Kyrillidou martha@arl.org    Apr 9, 2014, 7:44 PM 

 

To LibQUAL+, me, Shafiq 

Mr Khalid Mahmood, 

Please note that you have permission to use the LibQUAL+ survey for your personal 

research for completion of your PhD degree.   

Let us know what libraries in Punjab you plan to survey and keep us posted of your progress. 

 

Best regards, 

--  

Martha Kyrillidou, PhD 

Senior Director 

ARL Statistics and Service Quality Programs 

Association of Research Libraries 

  

mailto:martha@arl.org
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Appendix D: List of Accessible Population of Study 

Sr. NO. Name of Post  Graduate College College Type 

1 Government Islamia College Civil Lines Lahore Male 

2 Government Islamia College Lahore Male 

3 Government M.A.O. College Lahore Male 

4 Government Dial Singh College Lahore Male 

5 Government College of Science Wahdat Road Lahore Male 

6 Government College Town Ship Lahore Male 

7 Government College for Boys Sheikhupura Male 

8 Government College Satellite Town Gujranwala Male 

9 Government Islamia College Gujranwala Male 

10 Government College Asghar Mall Rawalpindi Male 

11 Government Gordon College Rawalpindi Male 

12 Government College Satellite Town Rawalpindi Male 

13 Government college Saman Abad Faisal Abad Male 

14 Government College Jhang Male 

15 Government Islamia College Chiniot Male 

16 Government College Bhakkar Male 

17 Government College Civil Lines Multan Male 

18 Government College of Science Multan Male 

19 Government College Vehari Male 

20 Government S.E. College Bahawalpur Male 

21 Government College Baghdad Road Bahawalpur Male 
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22 Government T.T. College Khanpur District R.Y. Khan Male 

23 Government College Bahawal Nagar Male 

24 Government College  D. G. Khan Male 

25 Government College Layyah Male 

26 Government Post Graduate College Rajan Pur Male 

27 Government Post Graduate College Okara Male 

28 Government Post Graduate College Gojra Male 

29 Government Islamia College (w) Cooper Road Lahore Female 

30 Government College (w) Wahdat Colony Lahore Female 

31 Goverement Post Graduate College for Women Saman 

Abad Lahore 

Female 

32 Government College for Women Sheikhupura Female 

33 Government College (w) Satellite Town Rawalpindi Female 

34 Government Wiqar-un-Nisa College (w) Rawalpindi Female 

35 Government College for Women Kutchehry Road Multan Female 

36 Government College (w) Vehari Female 

37 Government College (w) R.Y. Khan Female 

38 Government Post Graduate College for Women Khan Pur 

District R.Y. Khan 

Female 

39 Government College (w) Chishtian District Bahawal Nagar Female 

40 Government College (w) Bahawal Nagar Female 

41 Government Post Graduate College for Women Daska 

District Sialkot 

Female 
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42 Government Post Graduate College for Women Model 

Town Gujranwala 

Female 
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Appendix E: List of Randomly Selected Post Graduate Colleges 

Sr. NO. Name of Post  Graduate College Type of College 

1 Government Islamia College Railway Road Lahore Male 

2 Government Dial Singh College Lahore Male 

3 Government College for Boys Sheikhupura Male 

4 Government College Asghar Mall Rawalpindi Male 

5 Government Gordon College Rawalpindi Male 

6 Government College Satellite Town Rawalpindi Male 

7 Government college Saman Abad Faisal Abad Male 

8 Government College Bhakkar Male 

9 Government College Civil Lines Multan Male 

10 Government S. E. College Bahawalpur Male 

11 Government T.T. College Khanpur District R.Y. Khan Male 

12 Government College Layyah Male 

13 Government Islamia College (w) Cooper Road Lahore Female 

14 Government College (w) Wahdat Colony Lahore Female 

15 Government Post Graduate College for Women Saman 

Abad Lahore 

Female 

16 Government College for Women Sheikhupura Female 

17 Government College (w) Satellite Town Rawalpindi Female 

18 Government College (w) Vehari Female 

19 Govt. Post Graduate College for Women Khan Pur Rahim 

Yar Khan 

Female 
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20 Government College (w) Chishtian District  Bahawal 

Nagar 

Female 

21 Government College (w)  Bahawal Nagar Female 

22 Govt. P.G. College for Women Daska District Sialkot Female 
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Appendix F: Expert Panel for Review of Translation of First Part of 

Questionnaire 

Sr. No. Name Specialty 

1 Dr Muhammad Haroon Usmani LIS Expert and PhD in Urdu 

2 Ch. Muhammad Ahmad Translation Expert 

3 Malik Muhammad Arshad Translation Expert 

4 Dr. Salman bin Naeem LIS Expert and Faculty Member 

5 Dr. Alia Arshad LIS Expert and Faculty Member 

6 Ms Ammarah Malik LIS Expert and Faculty Member 
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 Appendix G: Glossary of Terms 

The terms used in this study are defined as under: 

Affect of Service (AS): This dimension consists of nine questions which include courtesy, 

knowledge and helpfulness of library staff in provision of library services to users.  

Assurance: “knowledge and courtesy of employees and their ability to inspire trust and 

confidence” (Parasuraman, Zeithaml & Berry. 1988, p.23). 

Bachelor Student or Equivalent: A student enrolled in a college to get a degree after 14 years 

of education. 

College: All public sector general education male and female colleges affiliated to any public-

sector university in the Punjab province and run under higher education department 

Government of the Punjab Pakistan. 

College Library: A library working in the public sector general education male and female 

colleges to fulfill the information and research needs of students, faculty and staff. 

Customer Service: “The services offered by an organization to its customers”. 

Desired Service Level: Personally, wanted service by users. 

Electronic Resources: Library resources that can be consulted by using machine (computer). 

Also the resources supplied through internet. 

Empathy: “Caring, individualized attention the firm provide to its customers” (Parasuraman, 

et al., 1988, p. 23). 

Faculty: A regular teacher working full time in a college. 
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Gap Model: This model was introduced by Market researchers (Parasuraman, et al) in 1985. 

It is a reasonable model which serves as a perimeter to understand measure and enhance service 

quality. This Gap model incorporates disparities relating to activities included with the 

provision of service to clients and perceptions about service quality. 

Graduate Student: A student enrolled in a college for master degree or BS-four years (16 

years degree). 

Higher Education Commission (HEC): The decision-making body that supervise the higher 

education in Pakistan. The HEC was established in 2002 to ensure the quality of higher 

education in Pakistan. 

Higher Education Department (HED): The administrative department of the Government of 

the Punjab to deal with the affairs of higher education (universities and colleges) in the 

province of the Punjab. 

Individual Users’ Groups: Groups individually based on different categories of users which 

include faculty, master students, bachelor students and intermediate students.  

Information Control (IC): This dimension consists of eight questions related to information 

technology, print and electronic resources, easy to use access tools, and library website. 

Information and Communication Technology (ICT): The technology which comprise of 

computer and means of communication i.e. telephone line or wireless router. 

Information Literacy: “Information literacy is a set of abilities requiring individuals to 

recognize when information is needed and have the ability to locate, evaluate, and use 

effectively the needed information” (American Library Association [ALA], 2000). 
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Intermediate Student or Equivalent Student: A student enrolled in a college to get a 

certificate after 12 years of education. 

Internet: “Computer network providing electronic information and communication to be 

transferred among users” (Malhan & Rao, 2006, p. 75).  

LibQUAL: A recognized and reliable survey instrument developed by the Association of 

Research Libraries (ARL) in collaboration with Texas A & M University (TAMU) and that 

libraries utilize to “solicit, track, understand, and act upon users’ opinion of service quality”. 

The instrument measures library service quality on three dimensions using 22 core questions. 

The three dimensions are: affect of service, information control and library as place 

(Association of Research Libraries [ARL], 2016).  

LibQUAL Urdu: A translated version of LibQUAL in Urdu language used by the researcher 

for this study. 

Librarian: A library professional “who runs the affairs of a library as in-charge, solo librarian, 

chief librarian, library manager, library director or senior librarian” (Ramzan, 2007, p. 20). 

Library as Place (LP): This dimension consists of five questions related to quite, inviting and 

comfortable study space and physical environment of the library that is conducive to study. 

Library Professional: A permanent librarian who is responsible to the working of a college 

library and has at least the qualification of post graduate diploma in library science.   

Library Services: Services given by the library to accomplish the learning, teaching and 

research desires of the college library users.   
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Library User: “Any person who uses the resources and services of a library” (Reitz, 2004). 

Customer, client, consumer and patron are synonyms used for library user. 

Masters Student or Equal (BS-4years): A student enrolled in a college to get a degree after 

16 years of education. 

Overall Users’ Group: A group of all types of users including faculty, master student, 

bachelor student, and intermediate students. 

Post Graduate College: A college where MA/MSc level or BS-4 year’s courses are being 

taught. 

Punjab Higher Education Commission (PHEC): The decision-making body that supervise 

the higher education in the Punjab province of Pakistan. The PHEC was established to ensure 

the quality of higher education in the Punjab, Pakistan. 

Reliability: “Ability to perform the promised service dependably and accurately” 

(Parasuraman, et al. 1988, p. 23). 

Remote Access: Capability to obtain access to library resources and services from outside the 

library premises.  

Responsiveness: “Willingness to help customers and provide prompt services” (Parasuraman, 

et al. 1988, p. 23).  

SERVQUAL: A scale comprised 22 core questions for the measurement of service quality 

through five dimensions: tangibility, reliability, responsiveness, assurance and empathy. It was 

developed by Parasuraman, Zeithaml and Berry.  
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South Asia: The term used for the SAARC countries: Afghanistan, Bangladesh, Bhutan, India, 

Maldives, Nepal, Pakistan and Sri Lanka. 

Tangibles: “Physical facilities, equipment, and appearance of personnel” (Parasuraman, et al. 

1988, p. 23). 

Undergraduate Students: A student enrolled in a college to get an intermediate certificate or 

a bachelor degree. 

Urdu: National language of Pakistan and official language of five states of India.  

User Services: The services offered by a library to its clients. 

 


