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Abstract 
The study investigated the relationship between 

digital reference services and user satisfaction in 

academic libraries in Benue and Nasarawa States. 

Four objectives with corresponding research questions 

guided the study and three hypotheses were 

formulated. The study adopted correlation research 

design and was conducted in Benue and Nasarawa 

States of Nigeria. The population of this study 

comprises all the 24,741 registered users in six 

Academic Libraries in Benue and Nasarawa States. 

The sample size for the study was 385 users who 

were selected using proportionate stratified and 

simple random sampling techniques.  The 

instrument for data collection was the questionnaire 

constructed by the researcher and titled “Digital 

Reference Services and User Satisfaction in 

Academic Libraries Questionnaire (DRSUSALQ). 

The questionnaire was validated by experts. The 

reliability of the instrument was calculated using 

Cronbach Alpha method and a reliability 

coefficient of 0.76 was obtained. The data collected 

was analyzed using Frequency Counts, 

Percentages, Means and Standard Deviation to 

answer the research questions and Pearson Product 

Moment Correlation Coefficient was used to test 

the null hypotheses at 0.05 level of significance. 

Findings of the study revealed that there is no 

significant relationship between digital service 

availability, accessibility and users satisfaction in 

academic libraries in Benue and Nasarawa States. 

The findings also revealed that no significant 

relationship existed between responsiveness of 

librarian towards users and users satisfaction and 

that users are dissatisfied with the digital reference 

services in academic libraries in Benue and 

Nasarawa States. The study concluded that the 

delivery of digital reference services in academic 

libraries in Benue and Nasarawa States is poor and as 

a result, the users are not ultimately satisfied with 

the reference services. Recommendations were 

made that academic libraries should endeavour to 

adopt tools that would activate communication, 

collaboration, web-based learning environment and 

as well cultivate a mutual relationship between 

reference librarian and library users as this can 

enhance users’ satisfaction with services and 

academic librarians need to take proactive actions 

to ensure effective delivery of digital reference 

services to the users.   

Keywords: Libraries, Digital Reference 

Services and Satisfaction with Digital Reference 

Services 

 

I. Introduction 
Libraries are seen as repositories of human 

experiences and knowledge. Library as the heart of 

any institution of learning is established to provide 

information resources and services to support 

academic activities of their patrons, including 

students, teachers and other stakeholder in 

educational development. In tertiary institutions of 

learning, libraries are at the forefront of providing 

information services to their respective 

communities which comprises of students, 

lecturers, and researchers in order to support their 

teaching, learning and research needs. These 

libraries are referred to as the heart or nerve centers 

of institutions of higher learning where all 

academic activities revolved.  

Academic libraries are trying to meet the 

needs of the academic and research community by 

improving their services and enhancing their 

resources. One of the means is the provision of an 

effective reference service. The term reference 

service is a direct personal assistance to readers 

seeking for information in the library. Reference 

service is one of the services provided by academic 

libraries and indeed a core service that makes the 

library what it is. In reference service lies the root 

of librarianship and defined as personal assistance 

eagerly given by reference personnel to library 
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users in pursuit of information. Reference service 

include, but not limited to answering ready 

reference questions,  providing answers to research 

questions, referral services, bibliographic 

verification, inter-library loan and document 

delivery, information brokering, selective 

dissemination of information, current awareness 

services, database searches, and user education. 

Reference services are accorded great 

importance in libraries worldwide. It entails 

assisting library users to find the required library 

resources. References service is referred to as one 

of the most professional aspects of the librarian’s 

responsibility which every prospective librarian 

must properly grasp. It is also defined as a personal 

assistance provided to users in the pursuit of 

information. Olalokun (2013), posited that it is a 

major characteristic of reference service in 

Nigerian libraries to be part of a whole library 

organization, except where the specific function of 

the organization concerned is mainly referral. 

Reference departments serve as the link between 

the library and its immediate clientele be they 

academic, community or groups of specialist users. 

The main aim is to provide a wide range of services 

and facilities, which will enhance exploitative use 

of the literature through the concepts of assistance 

and self-direction.  

The provision of reference service is an 

important function of the library. Readers are 

provided this service on requests. People have 

different reference queries that need to be solved by 

the librarian. Hence it is generally a person –to –

person service. In some cases, reference processes 

involve interviewing the reader to enable the 

reference librarian articulate the problem of the 

user clearly. Assistance is necessary in fulfilling 

functions, and a specific administrative 

organization of qualified personnel must be 

provided.  

Today, academic libraries are increasingly 

embracing ICT and it behooves on the librarians 

and other library staff to acquire the necessary 

skills including technology literacy that would 

enable them functions much more effectively in the 

provision of library services with a view to serving 

the clientele better in the emerging digital 

environment. The library environment is being 

transformed by rapid developments in information 

and communication technologies (ICTs), as 

collection and information in general become 

increasingly accessible electronically. Case (2012) 

noted that the introduction and development of the 

Internet and its associated Web technologies in the 

past decade have significantly influenced both the 

way libraries provide information services to their 

users and the way users choose to access 

information.  In order to enhance the exploitation 

of resources to ensure users’ satisfaction through an 

efficient and effective reference service, academic 

libraries are increasing their visibility on the 

Internet, and many are launching websites and 

exploring ways to expand their services by 

interacting with users and responding to user 

enquiries via the Internet, especially students 

enrolled on the distance mode of study. These 

services are called digital reference services. 

Digital reference services are defined as 

“Internet based question-and-answer services that 

connect users with individuals who possess 

specialized subject or skills expertise” (Larson and 

Owusu-Acheaw (2012). Digital reference services 

use human intermediaries to clarify information 

needs and to determine the amount of information 

needed by the library user, as well as to provide 

answers to the users (Wilson, 2011). Digital 

Reference Service (DRS) comes in two forms, 

namely: asynchronous, where a patron submits a 

question through e-mail and web form and the 

librarian responds at a later time; and, synchronous, 

where a patron communicates directly with a 

reference librarian in real-time using web chat 

applications (Sugh, 2017). Chat, Voice-over-IP 

(VoIP), video conferencing, short messaging 

system (SMS), and Instant Messaging (IM) are 

some of the tools used in synchronous DRS. 

The provision of DRS in academic 

libraries is a response of librarians to the ever 

growing information needs and changing 

information seeking patterns and behaviour of 

library users – who are becoming less visible. 

Majority of today’s library clients are Millennials, 

who are characterized as technology savvy, 

visually oriented, multi-taskers, very demanding 

and expect nomadic, anytime and anywhere 

communication (Berger 2016). In relation to this, 

there are changes in the help-seeking preferences of 

students. Library users prefer to access the library 

via the internet and seek the help of a reference 

librarian in a digital environment.  

The benefits derived by the provision of 

Digital reference Services (DRS) are increasingly 

changing the library users’ access and use 

information in the library and, reference services in 

particular. It is becoming one of the mega-topics in 

the information age as it is assumed that accessing 

information in traditional reference settings are not 

sufficient for the users to compete on the 

globalized level. There is growing concern that 

traditional reference services fail to live up to 
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expectation, overall it appears that digital reference 

service is more useful since the reference librarian 

continuously monitor the progress which the 

clientele put to the given information. In this 

changing environment, reference desk by librarians 

who meet face-to-face or by phone with users in a 

defined physical space are increasingly 

supplemented by e-mail, virtual reference, instant 

messaging services, and web logs (Rothstein and 

Althman, 2008). With the development of 

commercial information service and internet 

connectivity, reference services offered to users 

need to be assessed to determine how they enhance 

the satisfaction of users.  

Oliver (2008) defines satisfaction as the 

summary psychological state which results when 

the emotion surrounding disconfirmed expectations 

is coupled with the consumer’s prior feeling about 

the consumption experience.  Evident from this 

definition is the fact that satisfaction is a 

psychological state; satisfaction results from 

emotions, and expectations exist prior to usage of 

product or services (Popoola, 2011). The 

implication of satisfaction being an emotion is that 

users are capable of being dissatisfied just as they 

are capable of being satisfied with a service, the 

service provider or both. Satisfaction is thus about 

the relationships between the user, the product or 

service, and the provider of the product or service. 

Against this backdrop, Awana (2017) defines 

library user satisfaction as a personal and emotional 

reaction to a library service or product. To the 

authors, users are satisfied if the actual or perceived 

performance of the reference services meets or 

exceeds their needs or expectations; and 

dissatisfaction when the actual or perceived 

performance fails to meet their needs or 

expectations. 

User satisfaction is one method of 

evaluating the effectiveness of library services 

(Andaleeb & Simaronds, 2008). Receiving data 

from the user’s point of view may provide insights 

for service providers and point to changes in the 

service to make it easier to use, more welcoming, 

or otherwise enhance the user’s experience.  There 

is no doubt that satisfaction of library services 

influences the degree to which the services are 

used. Satisfaction has also been found to be an 

important factor that affects the use or non-use of 

library services (Joy & Idowu, 2014). This could be 

why Sowole (2015) implore librarians to make 

maximum efforts to ensure that their library users 

derived the best possible benefits from the services 

they render. User satisfaction with digital reference 

service in academic libraries can be achieved by 

evaluating service accessibilities, responsiveness of 

librarians, quality of librarians’ response and 

librarians’ communication skills. 

Service accessibility is one of the 

important elements in evaluating the effectiveness 

of the reference services. Accessibility derives 

from the word “access” that defined as the right or 

opportunity to approach, enter, use or benefit from 

something (Glory, 2014). It shows how products 

and services are available to as many people as 

possible. Among the factors that be evaluated in 

these elements are the availability of the services 

either across the day or time, the site design 

(simplicity of interface), ease of use of the service 

and multilingual capabilities in both interface and 

staff.  

Responsiveness refers to willingness to 

assist users at a speedy and efficient manner. Wang 

and Shieh (2016) describe responsiveness as library 

staff’s willingness to help users by providing 

prompt services to the users. Users have intention 

to use the library services because they have high 

expectation that librarians are the information 

professionals who will help them in getting their 

information. Thus, librarians should always give 

good response towards users’ queries such that they 

will not feel neglected. Siti, Norliya and Kasmarini 

(2012), McCrea (2014) and Stacy-Bates (2013), 

highlight that responsiveness is related to response 

received, in terms of response time or response 

rate. Timeliness is a key factor in service 

effectiveness and by giving the estimated time for 

the library’s response helps to assure the users in 

obtaining the relevance service from the libraries 

(Stacy-Bates, 2013). In the context of this work, 

responsiveness is the willingness of librarians in 

academic libraries to help users in getting what 

they want by a given time that meet the users’ 

expectation and preferences. 

Quality of librarians’ response relates to 

the accuracy, validity and reliability of the 

information provided by the librarians or 

information providers. It is measured based on the 

answers provided by the librarians whether it is 

exhaustive enough or otherwise. Thus, the accuracy 

of the information can be fulfilled. This is 

important because users’ satisfaction is one of the 

most important element that need to be considered 

by the academic libraries (Wan, Nor Haliza, Siti & 

Dang, 2012). By using digital reference services, 

this may allow the librarians to have ample time to 

search for the right materials.  

Nowadays communication skills are very 

crucial in the service sectors especially to the 

librarians. Librarians need to frequently interact 
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with the users so that they will have good 

relationships in terms of information transfer and 

delivery. By having a good relationship between 

them, librarians can get as much information from 

the users about their feedback on the existing 

services in fulfilling users’ needs and demands. 

Good communication and interpersonal relations 

provide the necessary skills for reference librarian 

(Profeta, 2006). Siti, Norliya and Kasmarini 

(2012), in the context of the communication 

process, mention that the performance indicator to 

evaluate the communication elements such as the 

use of polite language and style, follow-up 

regarding users’ satisfaction and questions about 

further information needs. The authors also stress 

that answers that being provided to the users should 

come with the descriptions of the information 

findings or from the research process. As for 

communication, it relates to how the librarians 

interact with the user. 

Over the years since the adoption of 

digital reference services in academic libraries, 

efforts have been made by Library and Information 

Science researchers to investigate the relationship 

between these services and users satisfaction. The 

findings on the level of user satisfaction with the 

use of digital information services in the university 

indicate that the respondents alluded a high level of 

satisfaction to the university digital information 

services (Oyewumi, Owegboro, Opele & Adewara, 

2020). The library users were particularly satisfied 

with the currency of information, accuracy of 

digital information, courtesy of library staff among 

others. Similarly, Egharevba (2018) surveyed 

Users’ Satisfaction with ICT-Based Resources and 

Services in University Libraries at the Igbinedion 

University Library, Okada, Edo State, Nigeria. The 

study found that students at Igbinedion University 

were satisfied with the use of ICT-based resources 

and services, especially the use of online database 

resources, in meeting their information needs in the 

university library. From these reports, it can be 

inferred that digital reference services and users 

satisfaction in academic libraries has become a 

major motivation to increase library use in the 21st-

century knowledge institutions. 

Academic libraries in Nigeria and 

particularly in Benue and Nasarawa States have 

introduced Digital Reference Services over a period 

of time to enhance the satisfaction of library users. 

As such, an investigation into users’ satisfaction is 

of great importance, as a patron that is satisfied 

with the information provided in a library will not 

only keep patronizing the library but also 

recommend the library to other potential users. 

Digital reference services are specifically designed 

to satisfy the information needs of users. Therefore, 

it is necessary that users’ satisfaction with digital 

reference service be the subject to constant 

investigation. The investigation process would 

ascertain the degree of effectiveness of digital 

references services and user satisfaction and as well 

as pinpoint areas that need enhancement. It is 

against this backdrop that this study sought to 

examine digital reference services as correlate of 

user satisfaction in academic libraries with 

particular reference to Benue and Nasarawa States 

of Nigeria.    

 

1.1 Statement of the Problem 

The 21
st
 Century has experienced a 

remarkable proliferation of digital reference 

services which have tremendously changed the 

information seeking attitude of users and 

researchers globally. The provision of digital 

reference services is vital in the role academic 

libraries play and the services they offer to higher 

institutions of learning. Digital reference service 

adds overall value to library services by extending 

reference service to physically challenged users 

who cannot visit or avail the library facilities due to 

varied reasons. Hence, effective digital reference 

services are essential for ensuring user satisfaction 

in academic libraries if the performance and the 

general standard of library services are to be of 

high quality.  

There is no doubt that satisfaction of 

library services influences the degree to which the 

services are used. Satisfaction is an important 

factor that affects the use or non-use of library 

services. In spite of the importance of digital 

reference services in academic libraries, the 

researcher has over the years observed that users in 

academic libraries in Benue and Nasarawa States 

seem not to be satisfied with the use of the library 

and the services they offer. The researcher 

observed that users now seem to ignore making 

request for reference services in academic libraries 

in Benue and Nasarawa States and rather turn to 

alternative channels of information delivery system 

for meeting their information needs. The 

researcher’s interactions with some users have it 

that they do not receive timely and efficient 

services particularly in the reference section of the 

library to enable them effectively use the library. 

The consequence of this observation is that, despite 

the efforts of academic libraries in metamorphosing 

from institutions driven by manual processes into 

modern ones where operations are in part or wholly 

dependent on Information and Communication 
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Technology applications, targeted objectives 

particularly in effectively meeting users 

information needs may not be met. This is as 

witnessed in the users’ expression of dissatisfaction 

with the use of the library.  

Researchers such as Eke-Okpala and 

Ekwelem (2014), Irina (2010) and Ochili (2012) 

have carried out studies to determine the 

relationship between digital reference services and 

user satisfaction in libraries in different parts of 

Nigeria. However, since the adoption of digital 

technologies in the reference section of academic 

libraries in Benue and Nasarawa States, literature 

available to the researcher showed that little or no 

research has been conducted wwith regards to   

digital reference services as correlate of user 

satisfaction. In view of this, the researcher sought 

to examine the relationship between digital 

reference services and user satisfaction in academic 

libraries in Benue and Nasarawa States with 

emphasis on service availability and accessibility, 

responsiveness of librarians and satisfaction with 

digital reference services.  

 

Objectives of the Study  

The study sought to achieve the following 

objectives:  

1. Determine the availability of Digital 

reference services in academic libraries in Benue 

and Nasarawa States. 

2. Examine the accessibility of Digital 

reference services in academic libraries in Benue 

and Nasarawa States.   

3. Determine the responsiveness of librarians 

to users with regards to digital reference services in 

academic libraries in Benue and Nasarawa States.  

4. Determine users’ satisfaction with digital 

reference services in academic libraries in Benue 

and Nasarawa States.  

 

Research Questions  
This study was guided by the following research 

questions:  

1. What are the digital reference services that 

are available in academic libraries in Benue and 

Nasarawa States? 

2. What are the digital reference services that 

are accessible in academic libraries in Benue and 

Nasarawa States? 

3. What is the responsiveness of librarians 

towards users with regards to digital reference 

services in academic libraries in Benue and 

Nasarawa States? 

4. What is the satisfaction level of users with 

digital reference services in academic libraries in 

Benue and Nasarawa States? 

 

Statement of Hypotheses  
The following null hypotheses were formulated and 

tested at 0.05 level of significance:  

1. There is no significant relationship 

between digital service availability and users 

satisfaction in academic libraries in Benue and 

Nasarawa States.   

2. There is no significant relationship 

between digital reference service accessibility and 

users’ satisfaction in academic libraries in Benue 

and Nasarawa States.  

3. There is no significant relationship 

between the responsiveness of librarian towards 

users and user satisfaction in academic libraries in 

Benue and Nasarawa States. 

 

II. Methodology 
The study adopted correlation research 

design and was conducted in Benue and Nasarawa 

States of Nigeria. The population of this study 

comprises all the 24,741 registered users in six 

Academic Libraries in Benue and Nasarawa States. 

The sample size for the study was 385 users. This 

sample size of the users was determined using Taro 

Yamane formula from the population of 24,741 

library users from the six University Libraries. The 

sample size was selected using proportionate 

stratified and simple random sampling techniques.  

The instrument for data collection was the 

questionnaire constructed by the researcher and 

titled “Digital Reference Services and User 

Satisfaction in Academic Libraries Questionnaire 

(DRSUSALQ). The questionnaire was validated by 

experts. The reliability of the instrument was 

calculated using Cronbach Alpha method and a 

reliability coefficient of 0.76 was obtained. The 

data collected was analyzed using Frequency 

Counts, Percentages, Means and Standard 

Deviation to answer the research questions and 

Pearson Product Moment Correlation Coefficient 

was used to test the null hypotheses at 0.05 level of 

significance. 
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III. Results 
Research question 1: What are the digital reference services that are available in academic libraries in Benue 

and Nasarawa States? 

Table1: Frequency and Percentage Count of Availability of Digital reference services 

in academic libraries in Benue and Nasarawa States 

S/N Item  Available % Not available % Decision 

1 Online Chatting with the 

librarian 

344 89.4 41 10.6 Available 

2 E-mail of questions to the 

librarian 

358 93.0 27 7.0 Available 

3 Discussion over the phone 

with the librarian 

343 89.1 42 10.9 Available 

4 SMS conversation 367 95.3 18 4.7 Available 

5 Social media interaction 376 97.7 9 2.3 Available 

6 Web form where questions 

can be submitted 

18 4.7 

 

367 95.3 Not 

Available 

 

 Table 1 shows the digital reference 

services available in academic libraries in Benue 

and Nasarawa States in Frequencies and 

Percentages. As revealed on the table, except for 

item 6 with % value for ‘available’ less than 50%, 

all the other items (Items 1- 5) have values for 

‘available’ more than 50 %. This implies that, 

items 1 to 5 are considered the digital reference 

services available in academic libraries in Benue 

and Nasarawa States.  

Research question 2: What are the digital reference services that are accessible in academic libraries in Benue 

and Nasarawa States? 

 

Table 2: Accessibility of the available digital reference services in academic libraries in Benue and 

Nasarawa States 

S/N Item  Accessible % Not 

Accessible 

% Decision 

7 Online Chatting with the librarian 352 94.1 33 5.9 Accessible 

8 E-mail of questions to the librarian 367 95.3 18 4.7 Accessible 

9 Discussion over the phone with the 

librarian 

347 90.1 38 9.9 Accessible 

10 SMS conversation 350 90.9 35 9.1 Accessible 

11 Social media interaction 307 79.7 78 20.3 Accessible 

12 Web form where questions can be 

submitted 

112 29.1 273 70.9 Not 

Accessible 

 

 

Table 2 shows the digital reference services 

accessible to users in academic libraries in Benue 

and Nasarawa States in Frequencies and 

Percentages. As revealed on the table, except for 

item 12 with % value for ‘available’ less than 50%, 

all the other items (Items 7- 11) have values for 

‘available’ more than 50 %. This implies that, 

items 7 to 11 are considered the digital reference 

services that are accessible to users in academic 

libraries in Benue and Nasarawa States.  

Research Question 3: What is the responsiveness 

of librarians towards users with regards to digital 

reference services in academic libraries in Benue 

and Nasarawa States? 
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Table 3: Mean and Standard Deviation Analysis  of Responsiveness of librarians in academic libraries in 

Benue and Nasarawa States 

 

Table 3 shows responsiveness of librarians 

towards users with regards to digital reference 

services in academic libraries in Benue and 

Nasarawa States in Mean and Standard Deviations. 

From the table as indicated, the users disagreed to 

all the items (items 12 to 16) with mean values 

ranging 2.31 to 2.45 which are below the 

benchmark of 2.50. The table revealed a cluster 

Mean of 2.31 and SD = .90. With this cluster Mean 

of 2.31, it implies that the responsiveness of 

librarians towards users with regards to digital 

reference services has not been positive in 

academic libraries in Benue and Nasarawa States 

 

Research Question 4 

What is the satisfaction level of users with digital 

reference services in academic libraries in Benue 

and Nasarawa States? 

 

Table 4: Mean and Standard Deviation Analysis of Satisfaction of Users with Digital Reference in 

Academic Libraries in Benue and Nasarawa States 

 

S/No Item Mean (X) Standard Dev. Decision 

13 I receive timely responses from the 

librarians 

     2.41        .78 Disagree 

14 Reference librarians and staff are 

competent and helpful 

     2.32       1.01 Disagree 

15 The environment of reference 

services is welcoming and user 

friendly 

     2.45        .88 Disagree 

16 Reference librarians and staff 

demonstrate good communication 

skills 

     2.31        .92 Disagree 

 Cluster Mean      2.31        .90 Disagree 

S/No  Satisfaction      Mean (X)   Standard Dev.         Decision 

17 I derive satisfaction from the digital 

services because reference librarians are 

competent and helpful 

     2.28        .78 Dissatisfied 

18 The environment of reference services is 

welcoming and user friendly, and this 

enhance my satisfaction 

     2.32       1.01 Dissatisfied 

19 Reference librarians and staff demonstrate 

good communication skills and this 

enhances my satisfaction with digital 

services 

     2.33        .88 Dissatisfied 

20 Library provides adequate training on the 

use of reference services and resources 

and this enhance my satisfaction   

     2.52        .92 Satisfied 

21 Reference librarians are flexible with 

providing reference services in different 

format (e.g, telephone, e-mail, social 

networking and online chat) thud 

enhancing my satisfaction 

     2.38        .92 Dissatisfied 

22 I am satisfied with the answer given.       2.34        .99 Dissatisfied 

23 I am satisfied with the response time.       2.41        .88 Dissatisfied 

24 I am satisfied with the reference services 

provided 

     2.22        .91 Dissatisfied 

 Cluster Mean      2.35        .91 Dissatisfied 
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Table 4 shows the satisfaction level of users with 

digital reference services in academic libraries in 

Benue and Nasarawa States in Mean and Standard 

Deviations. From the table as indicated, except for 

item 20, the users express dissatisfaction to all the 

other items (17, 18, 19, 21, 22, 23 and 24) with 

mean values ranging 2.22 to 2.41 which are below 

the benchmark of 2.50. The table revealed a cluster 

Mean of 2.35 and SD = .91. With this cluster Mean 

of 2.35, it implies that the users are dissatisfied 

with the digital reference services in academic 

libraries in Benue and Nasarawa States 

Hypotheses 1: There is no significant relationship 

between digital service availability and users 

satisfaction in academic libraries in Benue and 

Nasarawa States 

 

Table 5: PPMC Analysis of the relationship between digital service availability and users satisfaction with 

digital reference service in Academic Libraries in Benue and Nasarawa States 

 Availability User Satisfaction 

Availability  Pearson Correlation 1 -.016
**

 

Sig. (2-tailed)  .755 

N 385 385 

User Satisfaction  Pearson Correlation .-.016
**

 1 

Sig. (2-tailed) .755  

N 385 385 

 

Table 5 showed the significance of the relationship 

between digital service availability and users 

satisfaction in academic libraries in Benue and 

Nasarawa States.  The Table revealed a correlation 

value of -0.016 and a sig. value (p-value) of 0.755. 

Since P>.05, the result is not significant, therefore 

the null hypothesis was accepted. This implies that 

there is a no significant relationship between digital 

service availability and users satisfaction in 

academic libraries in Benue and Nasarawa States  

Hypotheses 2: There is no significant relationship 

between digital reference service accessibility and 

users’ satisfaction in academic libraries in Benue 

and Nasarawa States 

 

Table 6: Table 6: PPMC Analysis of the relationship between digital service accessibility and users 

satisfaction with digital reference service in Academic Libraries in Benue and Nasarawa States 

 Accessibility User Satisfaction 

Accessibility Pearson Correlation 1 .043
**

 

Sig. (2-tailed)  .395 

N 385 385 

User Satisfaction Pearson Correlation .043
**

 1 

Sig. (2-tailed) .395  

N 385 385 

 

Table 6 showed the significance of the relationship 

between digital service accessibility and users 

satisfaction in academic libraries in Benue and 

Nasarawa States.  The Table revealed a correlation 

value of 0.043 and a sig. value (p-value) of 0.395. 

Since P>.05, the result is not significant, therefore 

the null hypothesis was accepted. This implies that 

there is a no significant relationship between digital 

service accessibility and users satisfaction in 

academic libraries in Benue and Nasarawa States  

Hypotheses 3: There is no significant relationship 

between the responsiveness of librarian towards 

users and user satisfaction in academic libraries in 

Benue and Nasarawa States 

 

 

 



 

  

International Journal of Humanities Social Science and Management (IJHSSM) 

Volume 4, Issue 1, Jan.-Feb., 2024, pp: 509-519                             www.ijhssm.org                 

                                      

 

 

 

| Impact Factor value 7.52 |                       ISO 9001: 2008 Certified Journal                            Page 517 

Table 7: PPMC Analysis of the relationship between responsiveness and users satisfaction with digital 

reference service in Academic Libraries in Benue and Nasarawa State 

 Responsiveness  User Satisfaction 

Responsiveness Pearson Correlation 1 -.276
**

 

Sig. (2-tailed)  .355 

N 385 385 

User Satisfaction Pearson Correlation .-.276
**

 1 

Sig. (2-tailed) .355  

N 385 385 

 

Table 7 showed the significance of the relationship 

between responsiveness of librarian towards users 

and users satisfaction in academic libraries in 

Benue and Nasarawa States.  The Table revealed a 

correlation value of -0.276 and a sig. value (p-

value) of 0.355. Since P>.05, the result is not 

significant, therefore the null hypothesis was 

accepted. This implies that there is a no significant 

relationship between responsiveness of librarian 

towards users and users satisfaction in academic 

libraries in Benue and Nasarawa States  

IV. Discussion 
The first findings of the study revealed 

that the digital reference services available in 

academic libraries in Benue and Nasarawa States 

include SMS conversation, online chatting with the 

librarian, e-mail of questions to the librarian, social 

media interaction and discussion over the phone 

with the librarian. The findings further revealed 

from the test of hypotheses that there is a no 

significant relationship between digital service 

availability and users satisfaction in academic 

libraries in Benue and Nasarawa States. This 

finding is in agreement with Sloan (2012) who 

revealed that the digital reference services available 

for use include: e-mail, web forms, chat (including 

instant messaging services) video, web customer 

call center software, voice over internet protocol 

(VOIP). This finding also collaborates with the 

submissions of Coffman (2013) who said that the 

provision of online reference services, specifically 

via e-mail, enables users who were unconformable 

approaching a librarian in person to submit 

anonymous questions to a virtual reference service. 

Further, the findings agree with that of Akor and 

Alhassan (2015) whose study on evaluation of 

reference services in academic libraries found that 

the reference services provided include; answering 

reference queries, referral services are readily 

provided in the library and provision of digital 

reference services. The findings however disagree 

with that of Eke-Okpala and Ekwelem (2014) who 

found out that Online Reference Services (ORS) 

are not well established and functional in most 

libraries in Nigeria, yet the project has been in 

existence for years. The findings of the present 

study imply that the availability of the digital 

reference services in academic libraries in Benue 

and Nasarawa State does not relate to the 

satisfaction of the users. This entails that because 

the digital reference services are available does not 

mean the users derive satisfaction from the 

services.  

The findings with respect to research 

question two revealed that digital reference services 

available in academic libraries in Benue State are 

accessible to the library users. These services are 

SMS conversation, online chatting with the 

librarian, e-mail of questions to the librarian, social 

media interaction and discussion over the phone 

with the librarian. This finding disagree with the 

findings of Wilhelm (2014) who revealed that that 

lack of ability to fully demonstrate to users how to 

access various library services was one of the 

major problems that the librarians experienced. 

These findings also negate the findings Eke (2014) 

who found out that the majority of the respondents 

were not aware of Online Reference Service and 

hence do not access the services. The findings of 

the present study imply that the accessibility of the 

digital reference services in academic libraries in 

Benue and Nasarawa State does not relate to the 

satisfaction of the users.  

The third findings of the study revealed 

that there is a no significant relationship between 

responsiveness of librarian towards users and 

users’ satisfaction in academic libraries in Benue 

and Nasarawa States. It was found from this 

finding that the users do not receive timely 

responses from the librarians, the reference 

librarians and staff are not competent and helpful, 
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environment of reference services is not welcoming 

and user friendly and the reference librarians and 

staff demonstrate good communication skills. The 

findings disagree with that of Onyeisi, Ajisafe and 

Toyose (2019) who found that reference librarians 

have a good customer relationship with the users, 

even though they are yet to fortify their presence in 

an online environment. The findings also does not 

corroborate with that of Jacoby and Obrien (2015) 

whose study on correlation between digital 

reference services and undergraduate students’ 

attitude towards the use of library found that 

reference services can play a significant role in 

helping students become confident, independence 

information seekers and that friendliness of is the 

best predictor of student’s confidence in their 

ability to find information on their own. The result 

is also at variance with that of Eke-Okpala and 

Ekwelem (2014) who revealed that Online 

Reference Services (ORS) are not well established 

and functional in most libraries in Nigeria, yet the 

project has been in existence for years. The 

findings of Arlyn (2018) that there is a significant 

direct relationship between digital reference service 

quality and customers’ satisfaction is also at 

variance with the findings of this study. From the 

present findings of the study, it can be inferred that 

the unfriendly treatment from library staff towards 

users is a factor that leads to their dissatisfaction 

with digital reference services in academic libraries 

in Benue and Nasarawa States. Hence, there is a 

need for academic librarians to understand their 

user needs and be friendly to them to satisfy their 

information needs. 

Lastly, the findings of the study revealed 

that revealed that users are dissatisfied with the 

digital reference services in academic libraries in 

Benue and Nasarawa States. This finding is evident 

in that the users disagreed with the following items: 

I derive satisfaction from the digital services 

because reference librarians are competent and 

helpful; the environment of reference services is 

welcoming and user friendly, and this enhance my 

satisfaction; reference librarians and staff 

demonstrate good communication skills and this 

enhances my satisfaction with digital services; I am 

satisfied with the answers given; library provides 

adequate training on the use of reference services 

and resources and this enhance my satisfaction and 

reference librarians are flexible with providing 

reference services in different format (e.g, 

telephone, e-mail, social networking and online 

chat) thud enhancing my satisfaction among others. 

The findings disagree with that of Onyeisi, Ajisafe 

and Toyose (2019) whose study on evaluation of 

user’s satisfaction with reference services in 

selected Federal University Libraries in 

Southeastern Nigeria found that users were 

satisfied with library reference services except 

those they are not familiar with. The findings of the 

present study implies that the goal of satisfying 

users’ needs in academic libraries which has been 

the primary objective of both the libraries and the 

librarians has not been met in academic libraries in 

Benue and Nasarawa States with regards to digital 

reference services. It can be observed that although 

users are familiar with reference services due to 

their accessibility of the available services, they are 

however not satisfied with these services. Since 

users’ satisfaction is an important measure of 

service quality in libraries which provides an 

important feedback for libraries to assess and 

improve its services to the user, it behooves on the 

academic librarians to adopt ways of enhancing 

users’ satisfaction with digital reference services in 

academic libraries in Benue and Nasarawa States.  

 

V. Conclusion 
Based on the results of the findings, it was 

concluded that the delivery of digital reference 

services in academic libraries in Benue and Nasarawa 

States is poor and as a result, the users are not 

ultimately satisfied with the reference services in 

these libraries. There is no doubt that digital 

reference is a new powerful method of delivering a 

reference service. However, it appears that 

academic libraries in Benue and Nasarawa States 

are still experimenting with digital reference 

service, thus, the dissatisfaction with the services 

among the users.  

 

VI. Recommendations 
The following recommendations were made: 

i. Academic libraries should endeavor to 

adopt tools that would activate communication, 

collaboration, web-based learning environment and 

as well cultivate a mutual relationship between 

reference librarian and library users as this can 

enhance users’ satisfaction with services  

ii. Academic librarians need to take proactive 

actions to ensure effective delivery of digital 

reference services to the users. Especially, there 

should be improvement in digital service like “Ask 

a Librarian” as effective delivery of this service can 

enhance users’ satisfaction. 

iii. Academic librarians should demonstrate 

their important roles in providing digital reference 

services to users by giving timely responses to 
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library users as this can enhance their satisfaction 

with the services.   

iv. University and library management should 

provide in-service training for reference librarians 

to enable them update their skills in the digital 

library. This will help the reference librarians to 

better meet the information needs of users through 

delivery of quality services  

 

REFERENCES 
 
[1]. Andaleeb, S. S. & Simaronds, P. L. 

(2008).Explaining User Satisfaction with 

Academic Libraries: Strategic Implications. 

College and Research Libraries, (59) 156-

167. 

[2]. Awana, B.O. (2017). Introduction to Library 

Science. Agbor: Royal Place 

[3]. Berger, C. (2016). Reference Services: A 

Thing of the Past? Reference Librarian 

[4]. Case, D. O. (2012). Looking for 

information: A survey of research on 

information seeking, needs and behavior. 

Emerald Group Publishing. 

[5]. Egharevba, E. (2018). Users’ Satisfaction 

with ICT-Based Resources and Services in 

University Libraries at the Igbinedion 

University Library, Okada, Edo State, 

Nigeria. Covenant Journal of Library and 

Information Science (CJLIS), 1(1), 51-62 

[6]. Eke, H. N. & Ekwelem, V. O. (2014). 

Exploratory Study of Online Reference 

Services of Libraries in Nigeria" (2014). 

Library Philosophy and Practice (e-journal). 

Paper 1193  

[7]. Glory, A. C. (2014). Accessibility and 

utilization of reference resources and 

services by students in College of Education 

in Anambra and Enugu states of Nigeria. 

Retrieved from 

http://repository.unn.edu.ng:8080/jspui/bitstr

eam/123456789/1756/1/Azubuike,%20Chio 

ma%20Glory.pdf. 

[8]. Joy, I. I., & Idowu, A. I. (2014). Utilization 

and User Satisfaction of Public Library 

Services in South-West, Nigeria in the 21 st 

Century: A Survey. International Journal of 

Library Science, 3(1), 1-6.  

[9]. Larson, G. A., & Owusu-Acheaw, M. 

(2012). Undergraduate Students Satisfaction 

With Library Services in A Faculty Library 

in University of Education, Winneba. 

Ghana. Library philosophy and practice. 

[10]. McCrea, R. (2004). Evaluation of two 

library-based and one expert reference 

service on the web. Library Review, 53(1), 

11-16. doi:10.1108/00242530410514748 

[11]. Oliver, V, (2010) 301 Smart Answers to 

Tough Business Etiquette Questions, New 

York USA: Skyhorse Publishing,  

[12]. Oyewumi, O. O., Oladapo, Y. O., & 

Adegun, A. I. (2014). Users perception and 

library patronage among postgraduate 

students: a case study of Ladoke Akintola 

University of technology, ogbomoso, Oyo 

State IMPACT: International Journal of 

Research  

[13]. Popoola, (2011).Faculty Awareness about 

Library Information Products and Services 

in Nigerian Universities. Gateway Library 

Journal 4(1&2) 1-11.  

[14]. Profeta, P. C. (2006). Effectiveness of 

asynchronous reference services for distance 

learning students within florida’s community 

college system. Retrieved from 

http://search.proquest.com.ezaccess.library.u

itm.edu.my/docview/304909777?pq-

origsite=summon 

[15]. Rothstein E. & Althman, G. 

(2008).Measurement and Evaluation of 

Reference Service. Library Trend (4)56-72.  

[16]. Siti K. N., Norliya A. K. & Kasmarini, B. 

(2012). Evaluating digital reference service 

in university libraries. 202–206. doi: 

10.1109/ISBEIA.2012.6422870 

[17]. Sowole, I. A. (2015). Information Needs of 

Farm Management Personnel: A Case Study 

of Two Universities and Two Agricultural 

Research Institutes in Western Nigeria. 

Lagos Librarian, 16(1), 9-12.  

[18]. Stacy-bates, K. K. (2003). E-mail reference 

responses from academic ARL libraries : 

Anunobtrusive  study. Retrieved from 

http://lib.dr.iastate.edu/cgi/viewcontent.cgi?a

rticle=1043&context=refinst_pubs 

[19]. Sugh, L. (2017). The Role of Library and 

Information Services in National 

Development: The Case (example) of 

Nigerian Universities of Agriculture. Edo 

State University Library, Ekpoma Nigeria. 

Journal of Library and Information Science. 

Volume, Number 2 March.  

[20]. Wang, I. & Shieh, C. (2006). The 

relationship between service quality and 

customer satisfaction: The example of CJCU 

library. Journal of Information & 

Optimization Sciences, 27(1), 193-209 

[21]. Wilson, T. D. (2011). On user studies and 

information needs. Journal of 

documentation, 37(1), 3-15. 


