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Summary:

Library services are one of the most important functions of the office and the information
specialist. These services are visible to the beneficiaries, unlike other functions registered within the
organization, from providing, processing, etc. These services can not continue and ensure visibility
and effectiveness only if they are performed with quality and mastery. Under this strategic concept
of services, we wonder how this quality is evaluated and measured.

We adopt the descriptive approach through a questionnaire for the libraries and also rely on
observation.

The objectives that we hope to reach are: to recognize the quality standards from the
theoretical side and to conduct a field study to adopt the standards of quality measurement in
reality.
Keywords: Library Services, Quality, Library of the Agricultural Institute
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Abstract:

This research seeks to put forward a vision for the development of office and the effectiveness
of the quality of work in light of contemporary changes, by highlighting the impact of contemporary
variables on modern office work, and talk about the reality of office work and the extent to keep
pace contemporary variables, and then draw a perception of a proposal to see the desktop and the
effectiveness of the work quality in light of contemporary variables, and so out of the basics of
office work, tools and its nature as an integrated, and then indicate the role of the individual and
collective efforts in the vital office and the effectiveness of its quality work in light of contemporary
changes, and the launch of recommendations that will contribute to the work of my office modern
m An actor, and to clarify all the above descriptive approach constructivist, and then search results

and recommendations, and footnotes search and index of sources and references
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Abstract

This study investigated the degree of the quality of information services at four public
Jordanian university libraries from the perspective of their employees and its relationship to some
variables. A questionnaire consisting of 79 items was distributed to all employees in the four public
Jordanian university libraries of whom (73) responded representing (%92.4). Results Showed that
the degree of appreciation of the quality of the information services in these university libraries was
generally high, and that the field of human elements required to provide information services
ranked first. Results also revealed that there were statistically significant differences in favor of
females and non-specialists in library and information science in the field of quality of information
services, and the absence of such differences in the other four fields. On the other hand, there were
statistically significant differences in favor of those with the rank of employee, those whose
experience was more than (11) years, and those who hold diploma in the field of equipment and
support facilities, and the absence of such differences in the other four areas.

Keywords: Information services; Public Jordanian University libraries; Quality of services.
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Part1
Information services

Performance indicator
number

Description of performance
indicator

Method of measuring
the key performance

indicator

KPI:1

(Library Services
Satisfaction)Around 65 % Of
Students Said That They Are
Satisfied With The Quality Of
Library Services

periodic Library Survey

KPI:2

(Opening Hours Satisfaction)
Around 80 % Of Students Said That
They Are Satisfied With Opening
Hours Action plan: increase library
opening hours

Periodic  Library Survey

KPI:3

(Answered Questions) Enquiries
Other Than Direct Enquiries At The
Desk Are Answered Within 24
Hours

Periodic  Library Survey

KPI:4

Online Databases tutorials & QR-
Code
Action plan: library mobile
application

Data log

Part 2
Collection development

Performance indicator
number

Description of performance
indicator

Method of measuring
the key performance

indicator

KPI:5

(Acquired Books)All Book
)Lists Are Available On The125000(

Library Systems & Sent Through The
Acquisition Librarian Action plan:
increase the % of subscribed journals

Spreadsheet Or Library
Systems By The
Acquisition Librarian

KPI:6

A Reference Copy Of All Core
Textbooks Is Made Available Where
No E-Book Version Is Available

Reference List Sent By
The Acquisition
Librarian to the
professors

KPI:7

book-Of EAnnual Expansion
0books)+12500Collection 155000

Action plan: % is completed because
titles28each students now have

Annual Report Or Excel
Sheet

KPI:8
Every  day, web Links In The Library
Catalog And The Library Website Are
Accurate they will be also integrated
in libguides platform

URL Checking using
link checker software

KPI:9
Around 83 % of students ,Said That
Library Resources Are Appropriate
For Their Needs

Library SurveyPeriodic

KPI: 10
Library Users’ eBooks Purchase
Suggestions Acquired

Annual Report
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Performance indicator
number

Description of performance
indicator

Method of measuring
the key performance

indicator

KPI: 11
Cost Per Databases (60$)
(Each User Cost, Per Databases)

Annual Budget Of
Databases (for all
faculties) Divided By
The Students FTE

KPI:12
User Annual Cost 200$(electricity &
staff salaries included) Action plan:
increase this cost 10% each year

Library Budget Divided
By The Students FTE

KPI: 13
Median Time Of Document
Acquisition (4-6 Weeks)

Integrated Library
Systems Report

KPI: 14
Percentage Of Required Titles In The
Collection (5%)
Action plan: increase this %

Percentage Of Ordered
Books By The librarians
Vs. Total Of Ordered
Books

KPI: 15
Cost Per Databases (60%)
(Databases Prices)

Percentage Of The
Database Budget Vs.
The Library Budget

KPI: 16
Cost Per Printed Collection (36%)
(Printed Collection Price)

Percentage Of The
Books Budget Vs. The
Library Budget

KPI: 17

Special collection: digitized photos,
&digitized  rare books
Action plan:
1.digital repositories
2.rare books cataloguing &
preservation in process

Automated report/list

Part 3
Physical Library

Performance indicator
number

Description of performance
indicator

Method of measuring the
key performance

indicator

KPI:18
Library Sites Are Open 5 days
/week & Information Desk Is Open

Weekly Report By Reader
Services Staff

KPI:19
Items Returned From Loan Are
Shelved Within 24 Hours

Random Count At The End
Of The Day

KPI:20

Around 70 % of students  Are
Satisfied With The Library Facilities
& Equipment
Action plan: increase computers &
spaces  ,

Periodic Library Survey

KPI:21
Printing Facilities Available Action
plan: increase equipment, especially
for special needs users

Desk Log Kept For
Downtime

KPI:22
Computer Usage Percentage In All
Libraries (100%)

Daily Check-Up By The
Librarian
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Part 4
Innovation & marketing

Performance indicator
number Description of performance indicator

Method of measuring
the key performance

indicator

KPI:23

The Library Widely Publicizes New
Innovations
Library Day-
Gift Day

book fair
Action Plan: host seminars &
conferences

Annual Report

KPI: 24

The Percentage Of Attendance Of
Events (40%)
Actionplan: increase the % of
attendance using social media

Attendance Log

KPI: 25

Marketing plan through:
Booklet, brochure
& website (library webpage reached
80% of website standards)

Website standards

Part: 5
Digital Library

Performance indicator
number

Description of performance
indicator

Method of measuring the
key performance indicator

KPI:26

The Library Catalog Available
All The Time
Action plan: upgrade to new
library system

Desk Log Of All Down Time

KPI:27
80% Of Students Said That The
Databases Are Available Online
100% Of Time

Desk Log Of All Down Time,
Or periodic Survey

KPI:28 Ask A Librarian (Whatsapp) Report From The Librarian
KPI:29 E-Booking Circulation Reports

KPI:30
Books cover & toc, journals
toc(table of contents) scanning

Automated list of scanned
items

Part 6
Document delivery

Performance indicator
number

Description of performance
indicator

Method of measuring the
key performance indicator

KPI:31
Information Requests Forwarded
To Document Agency Within One
Working Day ( 15 Requests)

ILL-DDS Requests
Documented

KPI: 32

Notices Of Availability Of
Requested Material Forwarded To
Requestor Within One Working
Day (15 Requests)

ILL-DDS Receipts
Documented

KPI: 33
The Speed Of Interlibrary Loan
Lending (1—3 Days)

ILL-DDS Log
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Part 7
Information Skills

Performance indicator
number

Description of performance
indicator

Method of measuring the
key performance indicator

KPI:34

90% of the students who
attended library classes
considered the sessions as good
& very good.

Statistics  and evaluation
form

KPI:35
Students Satisfaction with
embedded information  skills
classes

survey after each class or
evaluation form

KPI: 36

Around 24% of students
attended the library classes
Actionplan: extend the % of
attendance of some faculties

Library classes statistics

Parts 8
Administration &Staff

Performance indicator
number

Description of performance
indicator

Method of measuring the key
performance indicator

KPI:37
The percentage of staff
attendance in workshops (100%)

Attendance log

KPI:38
User Services Staff As
Percentage Of Total Staff (66%)

Percentage of services staff vs
the total of library staff

KPI:39

Library staff holding Bachelors
in Library science (70%: 91 %
of them have BA & 8% of  them
Have Masters)
Action plan: Increase staff
training and workshops

Library staff holding Bachelors
in Library science Vs. Library
total staff

KPI:40

subject Librarian (20%) , &
students assistant (50% )
Action Plan: Hire more
professional staff .

library staff  vs. subject
librarians

KPI:41
Digitization of the
administrative records using
SharePoint system

SharePoint records

KPI:42

Quality of library management
reached 80% of required
standards
BAU Library quality manual

ISO 9001 standards
European universities quality
manuals
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1201616439cybrarians journal

41
22013.


32014:lso

11620/ 
42014




52013:
-13487515

6.2013
5

7.ISO. (2014).International standard ISO11620: Information & documentation –Library
performance indicators. Switzerland: ISO.

8.ISO. (2014).International standard ISO16439: Information & documentation methods and
procedures for assessing the impact of libraries. Switzerland: ISO.
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Semi-structured interviews





 


 

Abstract
This study sheds light on the status of students with disabilities and the challenges they face in

the government educational environment within the Jordanian universities for the academic year
2014-2015. Since the study is covering a group that shared characteristics, Homogeneous purposive
sampling is selected as the best method for gathering data of the targeted population. The
researchers utilized Sequential- Explanatory Design to gather data by adapting two tools: survey
questionnaire and interviews. Recommendations were given upon results revealed in the study.

Terms: Jordanian Public Universities; Information Services; Academic Libraries; Disabled
Individuals.
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Cloud Computing Applications in Libraries 

 

 
2.03.0









 






Abstract
With the development of technologies available through the Internet with the emergence of the

Web with the emergence of Web 2.0 and 3.0 and the steady increase in the speeds of the Internet
available to users, many organizations to make their applications available for use through the
Internet in what is now known as cloud computing, Many of these include: saving expenses and
providing information services to a larger sector of beneficiaries, and providing the beneficiary and
information institutions with the ability to store, process, transfer and share information from
anywhere and at any time without the obligation to use the personal computer. ) In external servers
are available on the Internet cloud while ensuring the security of this information and preserving it

from hacker or virus overrun
The study deals with the concept of cloud computing and its objectives and components. It

also deals with a number of its applications in the field of libraries and information centers, the
information institutions that provide cloud services and the nature of the services provided by these

institutions
Keywords: Cloud Computing, Libraries and Information Centers, Google, Microsoft
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1.The Online Computer Library Center – OCLC (Cervone,2010)
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Assessment of Public Programming in Academic Libraries: An Evaluation of Three
Years of Muslim Journeys

Deborah J. Margolis Hui Hua Chua

Abstract
In recent years, academic libraries have placed emphasis on the need to assess the value of

library services, particularly in relation to student learning outcomes. In this article, Margolis and
Chua evaluate three years of Muslim Journeys, a scholar-led book discussion series aimed at the
campus and wider community. Primary methods of assessment were post-event surveys and head
counts, with quantitative data analyzed and results shared. Recommendations for successful
community outreach and sustained participation are made.
Introduction

In 2013, the National Endowment for the Humanities (NEH), a United States federal agency,
distributed a collection of 25 books and 4 DVDs to 953 American libraries and US state humanities
councils on the topic of Islam and Muslims, via a grant program called Muslim Journeys Bookshelf.
The grant also provided a subscription to the library database Oxford Islamic Studies Online. 125 of
these libraries in addition won funding and support to run scholar-led book discussion programming
based on the Bookshelf books, Let’s Talk About It: Muslim Journeys. Let’s Talk About It is a
structured book discussion series format from the American Library Association which has been
successfully run in US libraries since 1982. This model consists of a five-session series on a single
theme. Each session begins with a short lecture by a scholar, followed by the group book
discussion. Let’s Talk About It: Muslim Journeys offered six themes: American Stories; Connected
Histories; Literary Reflections; Pathways of Faith; Points of View; Art, Architecture and Film.

The Michigan State University (MSU) Libraries had never run a Let’s Talk About It series
before, though we had hosted many cultural programs for the campus and community alike,
including lectures, films, poetry readings and musical performances. Prior to the Muslim Journeys
programming, the MSU Libraries had hosted three events in consort with our university’s Muslim
Studies Program: a panel, a lecture, and a film screening with facilitated community discussion. The
MSU Muslim Studies Program has been the MSU Libraries’ primary partner for Muslim Journeys.
For our grant-funded Let’s Talk About It: Muslim Journeys series (2014-15), we chose the
Pathways of Faith, the theme that dealt primarily with the tenets and expressions of Islam, due to
our project scholar’s expertise in Islamic Studies. Our project scholar was Dr. Mohammad Hassan
Khalil, who became director of the MSU Muslim Studies Program during this time. We produced
two additional years of original Muslim Journeys programming, in 2015-16 and 2016-17 with
varied project scholars and community partners.

Let’s Talk About It is an intensive undertaking for the library project director, library staff,
and project scholar. In addition to grant money, the American Library Association Public Programs
Office (ALA PPO), as administrator of the NEH grant, provided support. This included a training
workshop for project director and project scholar to help plan the library’s series, promotional
materials that can be customized, thematic essays and book discussion questions. ALA PPO
supplied an online site support notebook for Muslim Journeys project directors, and also makes
available a Let’s Talk About It: A Planners Guide for any Let’s Talk About It program. Both these
resources contain a short section on required program evaluation, including sample participant
feedback surveys.
The Trend Toward Assessment in Academic Libraries

Jon Hufford’s 2013 review of the literature of assessment in academic and research libraries
traces the transition from input-output assessment to outcomes-based assessment (especially
learning outcomes assessment) in academic libraries to wider changes in the U.S. higher education
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environment. There was a new emphasis on accountability and transparency regarding costs, price
and student success outcomes at the college or university level.

Research library organizations and library information science researchers responded with
initiatives such as the Association of College and Research Libraries (ACRL) Value of Academic
Libraries in 2010 and The Value of Academic Libraries: A Comprehensive Research Review and
Report, a key report authored by Megan Oakleaf in 2010. These emphasized the need for academic
libraries and librarians to actively engage in a research agenda to demonstrate the value of their
contributions on campus.

This trend is not limited to the United States. British and Australian research library
organizations and academic libraries have produced similar studies documenting the value of
academic libraries in those countries. One example is the 2011 Research Libraries UK (RLUK)
report, The Value of Libraries for Research and Researchers, aimed at identifying library
contributions to university research performance.

Numerous toolkits (such as the 2010 Value of Academic Libraries Toolkit created by the
ACRL Assessment Committee), survey instruments (such as the Association of Research Libraries’
(ARL) LIBQUAL+ (n.d.) and Ithaka S+R’s Local Surveys (n.d.)), and research projects (ACRL’s
Assessment in Action: Academic Libraries and Student Success grant program (Malenfant, 2012)
and the ARL LibValue project (n.d.)) have been developed centering around demonstrating return
on investment or the library’s contribution to student learning and success. Librarians and libraries
have examined many aspects of library operations and services using these tools and models. Not
surprisingly information literacy has received particular attention, but library collections, spaces and
service quality have all come under scrutiny (Hufford 2013). As persistence, retention, completion
and time to graduation have become benchmark indicators for U.S. universities, libraries have
sought to frame their contributions to student success in these terms.

Most recently, higher education has turned to learning analytics to capture, analyze and
influence student learning and success. Learning analytics is defined as “the measurement,
collection, analysis and reporting of data about the progress of learners and the contexts in which
learning takes place” (Sclater et al. 2017). This process typically involves the analysis of big data
created by students’ digital footprint as they navigate through multiple technological systems in the
higher education environment. Academic libraries have in turn adopted the models and tools of
learning analytics to demonstrate their value in the academy. Library research projects influenced
by learning analytics often rely on large-scale data sets of student activity linked directly to
individual student grades, and/or data on persistence and time to graduation (see for example Soria
et al 2013).

It is in this context that the MSU Muslim Journeys assessment project must be understood.
The project is representative of an increased emphasis on documenting library contributions to
learning and learning outcomes. However the relatively small scale of the assessment, use of
qualitative measures, inclusion of non-student participants and focus on enrichment and learning
about literary themes and cultural issues run counter to recent trends like the use of learning
analytics in the library assessment field.
Literature Review of Programming Evaluation in Academic Libraries

The term “outreach” may refer to a variety of academic library efforts aimed at different
audiences. Our interest here is in events which engage both the academic community (students,
faculty, staff) and the community outside the college or university. The following terms may be
used to describe the intended audience: Community/Campus, “community engagement”, “public
engagement”, “outreach and engagement”, and “beyond [or outside] the classroom”. Indiana
University-Purdue University, Fort Wayne describes their initial documentation of all outreach
activities, with Community/Campus events as one category (Anderson 2014). Academic libraries
organize outreach activities such as digital scholarship workshops and activities to help students de-
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stress during final exams, however this article focuses only on humanities programming. The
content of this programming is variously described as: lectures, book talks, poetry readings, cultural
or arts events, book discussion groups, film screenings, civic engagement, community dialogue, or
“collections-based outreach”, the latter used by Mastel and Farrell in their 2016 article “Considering
Outreach Assessment”. The wide range of language used in the literature hinders retrieval of all
relevant work.

Only a handful of articles describe program evaluation, share results, and reflect on the goals
of evaluation and on the evaluation process itself. An academic performing arts library (at Kent
State University) describes using headcounts and event participant surveys (Clark 2012). A post-
event survey is described for a writer’s event at the University of Florida, and the author shares how
she used the results to improve future events (Eving 2014).  Smith et al’s article “Open House in the
Ivory Tower: Public Programming at an Academic Library” (2009) is a narrative review of three
years of multi-session humanities programming at the University of Idaho Library, two of which
were Let’s Talk About It series. They based their evaluation survey questions on those provided by
the Let’s Talk About It program, via the ALA PPO. They used headcounts, post-event surveys as
well as project director observations and direct participant feedback. An international library within
a large university system (the Richard Charles Lee Canada-Hong Kong Library at the University of
Toronto) goes the furthest in describing four user surveys conducted after outreach events, and took
the additional step of conducting a survey of event partners (Leong 2013). Joyce Garczynski (2013)
of Towson University reflects on her post-event survey and concludes that the open-ended question
“How was today’s program valuable to you?”  was the most important question for showing value.
John Jackson (2016) of Loyola Marymount University used a learning outcomes-based survey to
assess their Human Library program. The literature on library programming assessment all cite
assessment as crucial to demonstrating the value of the programming to the library or university
administration, other funders or stakeholders, especially when it is tied to institutional goals of
student learning and outreach beyond the university (Mastel and Farrell 2016, Leong 2013).

Mastel and Farrell (2016) surveyed (primarily academic) librarians who conduct outreach
(including but not limited to humanities events) and their methods of evaluation. The head count
(recording numbers of attendees) was used by all respondents. Other commonly used methods (in
order of most used) were personal observation, compiling social media comments, documentation
(photographs and anecdotes), face-to-face audience surveys, follow up e-surveys, and white board
comments. In assessing our Muslim Journeys programming, we used face-to-face surveys and a
follow up e-survey as well as head count as primary methods of assessment, with observation,
direct feedback to project director, and documentation (photographs) also used.
Methods

The MSU Muslim Journeys series surveys were designed to serve multiple goals and different
external and internal audiences. As such, survey questions can be divided into two categories. One
set aimed to gain insight into attendees’ increased knowledge or understanding (learning outcomes)
of Islam and Muslims. Questions addressed different engagement methods (lecture versus
facilitated discussion) and the event as a whole. Respondents were asked to rate the contribution of
each element to their personal understanding or knowledge of topics. These quantitative questions
were clearly designed to support outcomes-based assessment. Some of the questions used were
adapted from the ALA PPO manual and site support guide. We used a five point scale from “Yes,
very much” to “No, not at all” as modeled in the planner’s guide. (See Appendix.) The primary
audiences for this information were the granting agency (for the first series), participating scholars
and co-sponsoring academic departments and community organizations, as well as the for internal
library use.

Another set of questions can be understood as tactical or supporting logistical aspects of event
programming. These included questions about how books for the discussion series were obtained,



 

204

how attendees learnt about the event and suggestions for future events. Internal library groups such
as those involved in library and event public relations and the project director were the main audience
for this set of questions.

Demographic questions about attendees’ affiliation with the university and age were also collected
and provided supplementary information to support both goals. Given the initial grant’s goal of
community engagement and Michigan State University’s public land-grant mission to serve the wider
community as well as the university community of scholars and students, these questions were used to
gauge the reach of the event. Demographic questions such as gender, race/ethnicity, and religion were
not asked, so as not to make participants feel uncomfortable or singled out. In the US, gender and
race/ethnicity are commonly requested on surveys, but religion is rarely asked.

One open-ended question was asked but these qualitative responses were not systematically
analyzed. Qualitative responses were used in formative and summative evaluation, as noted in the
Discussion section of this paper.

All surveys were anonymous. Respondents were given the option to provide contact information to
be notified of future events or for further followup. This contact information was used to provide
information about future series, but was not connected to survey results.

All questions were optional, but the majority of respondents completed all survey sections. Survey
response rates were high with an average of 54% over the entire three years. However response rates for
individual events varied more widely, ranging from 19% to 85%. Availability of an online survey form
in the first year did seem to contribute to a higher response rate (64%). Online survey responses
accounted for 34% of responses. Print surveys in subsequent years still drew relatively high responses
rates, with averages of 56% and 46% in the second and third years respectively.

Survey results were analyzed by two different librarians in the Libraries’ User Experience Unit
and a report prepared for the project coordinator at the end of each series. Findings from the initial
survey were reported to the ALA PPO and NEH as part of the grant process. Community and university
partners also received selected data (focused on learning outcomes and demographics) in thank you
letters from the project director.
Survey Results

Attendees were extremely positive about the extent to which the lectures and discussions and
events as a whole either “very much” or somewhat” enriched or added to their understanding and
knowledge of the book or topics discussed. Over 90% indicated that all parts of the program had
contributed to increased learning.

Fig. 1: Percentage of respondents by year who indicated event components had “very much” or
“somewhat” enriched their understanding or increased their knowledge

Source: Michigan State University Libraries (2017)
91% indicated that they were somewhat or very likely to attend future Muslim Journeys events in

the first year. This number rose to 98% in the second and third years.
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Fig. 2: Percentage of respondents by year who indicated they were “very likely” or “somewhat
likely” to attend future Muslim Journeys events

Source: Michigan State University Libraries (2017)
Fig. 3: Percentage of participants by age range, by year

Source: Michigan State University Libraries (2017)
The programs have been successful in attracting a diverse group in terms of age range, with

the  first series attracting attendees within the 12-17 to 91-100 range. Attendees in the second
spanned the ages between 12-17 and 71-80, and the last attracted participants ranging from 12-17 to
101-110 (see figure 3).

Community attendees (defined as alumna/alumnus, university retirees and non-university
affiliates) formed the largest proportion of the Year 1 participants (58%), but attendance by this
group dropped to 32% in subsequent years. University affiliates from undergraduates to graduate
students to staff and faculty formed a larger proportion of participants in years 2 and 3.
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Fig. 4: Attendance by community and university affiliates, by year

Source: Michigan State University Libraries (2017)
Fig. 5: Percentage of participants by detailed status, by year

Source: Michigan State University Libraries (2017)
In all three years librarians were cited as the most common channel of information about the

events. The university’s Muslim Studies Program was the second most frequently listed source of
information for the second and third years. Flyers and posters on and off campus (i.e. print media),
as well as the library’s website, were also still much more popular than social media, which was
consistently one of the least common ways for participants to learn about events.

Head Counts/Attendance
Total attendance at all events over the three year period was 533 including individuals who

attended multiple events. Attendance at individual events varied significantly, ranging from 18 to
70.



 

207

Fig. 6: Attendance by year and event

Source: Michigan State University Libraries (2017)

Discussion
Formative Evaluation
We used the feedback on the forms to make changes as the series progressed (formative

evaluation). The qualitative feedback written in response to the open-ended question “Do you have
any other feedback on this event?”, or written in on other parts of the form, was most useful in this
regard. We made adjustments to room setup in response to concerns about being able to hear with a
number of discussion groups taking place in one large room. The project director gave feedback to
the graduate student discussion group leaders and the scholar on how to be more effective, such as
speaking loud enough, leaving enough time for discussion, not letting one person dominate the
discussion, and lecture method (reading vs. speaking; too much or too little use of audiovisuals). A
few suggestions surrounded the discussion questions that were used; one requested the discussion
questions ahead of the session and others suggested that the questions be improved or made more
accessible. A plethora of positive narrative comments, in addition to the positive results on the
learning outcomes questions, let the project director know that the program was being well
received. In addition, the overwhelmingly positive response to the question If the MSU Libraries
hosted another Muslim Journeys series, how likely are you to attend? (see figure 2) led us to treat
this question also as an indicator of overall satisfaction with the events.

Mastel and Farrell (2016) write that “numbers alone”, such as head counts, “cannot capture the
impact of outreach programming. Other types of measures are needed in order to assess
participants’ perception and level of engagement”. In our evaluation, we used learning-based
outcomes to measure perceived knowledge gained. Comments written on the survey brought
evidence of participants’ level of engagement, including: “Very much enjoyed the discussion by
speaker, so much to think about”; “Allowed vivid meaningful participation by all”; “A chance to
discuss important issues with others”; “I love the conversation and community!”; “It made me think
of connecting Islam to other religions or parts of life”; ”I've learned a great deal about a subject of
paramount importance in the modern world”.
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Table 1: Series Comparison

Year 1 Year 2 Year 3

Theme Pathways of Faith

Diversity and/or
complexity of the “lived
experiences” of
Muslims

Islam in the United
States and/or Muslim
Americans

Pre-event preparation

National training
workshop for project
director and project
scholar to help plan
series, promotional
materials provided,
thematic essays and
discussion questions
provided

Books selected and
discussion questions
created by scholars and
library project director

Books selected and
discussion questions
created by scholars and
library project director

Location
All events at university
library

Local public library
hosted first event,
four remaining events
hosted at university
library

All events at university
library

Content
The five books in the
Pathways of Faith
theme

One Pathways of Faith
book, then four
memoirs, international
in scope

Five books from five
different genres,
Muslim American focus

Format
Let’s Talk About It
format: lecture then
group discussion

Let’s Talk About It
format: lecture then
group discussion

Let’s Talk About It
format: lecture then
group discussion

Scholar
Single scholar led all
sessions

Five different scholars
led a single session each

Four different scholars
led 1-2  sessions each

Facilitators
Graduate students
recruited to lead small
group discussions

Graduate students
recruited to lead small
group discussions

Graduate students
recruited to lead small
group discussions

Related events

Two academic lectures
(Dr. Mohammad Khalil
and Dr. Jonathan A.C.
Brown) and two library
exhibits using Special
Collections material

Film screening
(Persepolis), with MSU
Comics Forum and
MSU Film Collective
(campus organizations)

Poetry
reading/performance
(Amir Sulaiman)

Co-sponsors

MSU Muslim Studies
Program, local clergy
association, local
Islamic center, state
humanities council

MSU Muslim Studies
Program, local public
library

MSU Muslim Studies
Program, local Islamic
center, local clergy
association

Registration
Required; participants
receive welcome packet

Not required
Not required, but
recommended
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Year 1 Year 2 Year 3

Marketing
Let’s Talk About It:
Muslim Journeys:
Pathways of Faith

Muslim Journeys Book
Club

Muslim Journeys Book
Club

Survey distribution Online & print Print only Print only

We saw from the attendance data that the second year of programming was less-well attended
than the first and third. This may be attributed to issues with community co-sponsors on the second
series. A partnership with a local public library was begun but not sustained due to a personnel
change; the project director did not reach out to the religious organizations in that second year. The
data also show that the third series, while as well attended as the first, attracted a smaller percentage
of community participants. Even though the faith-based organizations were co-sponsors of the third
series, the partnerships were not as strong. When the relationship with the faith organizations was
re-established for the third series, communication was via email and not in person. Future book
discussion series which attempt to attract a non-university audience should involve dedicated
community partners; dedicated partners result from personal, sustained outreach with influential
representatives at each organization.

Another salient factor related to attendance is the issue of undergraduate students who attend
because a faculty member has offered them  “extra credit”. The most highly attended Muslim
Journeys session (70 persons) drew that number due precisely to this fact. While Garczynski (2013)
writes that this method of recruitment does not produce “active participants”, observation by the
project director and discussion leaders at that session showed that at least some of these students did
actively participate in the discussion portion of the program.

A related issue in organizing a Let’s Talk About It series is how to attract dedicated
participants who will attend multiple sessions. Smith et al (2009) found that their Let’s Talk About
It series had a higher rate of returning participants than their drop-in humanities series (requiring no
advance reading). In Year 1, registration was required and participants were encouraged to attend as
many sessions as possible. Part of the impetus for MSU’s Let’s Talk About It: Muslim Journeys
series was to create relationships among attendees who would otherwise might not interact in a
sustained way: young and old, campus and community, Muslim and non-Muslim. Based on
observation of the project director, Year 1, where registration was required, was the most successful
in creating these types of relationships. Participants in Year 1 interacted with the project director to
sign up, they received a welcome packet with an introductory essay, and some participants received
copies of the books to use during the series. It is the project director’s opinion that these interactions
and supports nurtured the commitment of participants and the feeling of community developed [See
figure 7]. In Year 2, the program was rebranded Muslim Journeys Book Club, and there was no
registration. We thought the term “book club” would capitalize on the popularity of book clubs in
the US, and in addition we had received suggestions from students for book-related programming.
[An unexpected outcome of that terminology: a Year 3 participant voiced that he was unsure that a
“club” was free and open to anyone.] The change in marketing philosophy was also due to a
reticence to expend the time and energy to support a full Let’s Talk About It series. In Year 3 we
returned to the original faith-based community partners and registration was optional. Year 3
attendance reached back to levels of year one (though this year included the “extra credit” session).
The type of personal outreach of Year 1 was time intensive on the part of the project director and
other library staff, and also demanded more of participants. Nurturing relationships takes time and,
if your goal is to grow community and relationships among disparate individuals, that time is well
spent.
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Fig. 7: Let’s Talk About It: Muslim Journeys Year 1 DiscussionGroup

Photo credit: Louis Villafranca, MSU Libraries, 2014
Future Directions

David Richards, historian and director of the Margaret Chase Smith Library, a Congressional
Library, has led a hundreds of humanities programs, including many Let’s Talk About It series, in a
variety of settings in US state of Maine, including in prisons and jails. Richards (2015) emphasizes
the humanities program as a vehicle for growing relationships and community, what he terms “the
human ties that bind”. He writes: “everywhere my goal has been the same--to build ties more than
to explain books”. In our post-event surveys of Muslim Journeys programming, other than
collecting the demographic information of age and university status, we did not assess whether
these ties were built. Future assessment of events whose aim is to bring together a divided public
should attempt to measure interaction among participants from different groups. Understanding
books and literature is an important goal, and increasing knowledge about Muslims and Islam is a
pressing objective, but nurturing “the human ties that bind” is essential to the human soul and the
democratic endeavor.
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Appendix
Muslim Journeys Feedback Survey 2016-2017
Thank you for attending “Muslim Journeys Book Club 2016–17” at the MSU Libraries! We
greatly appreciate your feedback on this event. All responses are optional and anonymous.

Did the scholar’s opening remarks enrich your understanding of the book?
❏Yes, very much
❏Yes, somewhat
❏Not sure
❏No, not really
❏No, not at all

Did the discussion portion of the program broaden your understanding of today’s topics?
❏Yes, very much
❏Yes, somewhat
❏Not sure
❏No, not really
❏No, not at all

Did today’s event increase your knowledge of Islam in the United States and/or Muslim
Americans?

❏Yes, very much
❏Yes, somewhat
❏Not sure
❏No, not really
❏No, not at all

How did you obtain the required book for today’s session?
❏MeLCat interlibrary loan
❏Borrowed the book from a local public library such as CADL or East Lansing Public Library
❏Bought the book from a local bookstore such as Everybody Reads or Schulers
❏Bought the book online (print book)
❏Bought the book online (e-book)
❏Downloaded from Library for the Blind & Physically Handicapped
❏Read the book “on reserve” at MSU Main Library
❏Did not read the book ahead of time
❏Other: _______________________
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How did you hear about this event? (Check all that apply)
❏Librarian
❏Faculty Member
❏Clergy or Religious Leader
❏Flyer or Poster on Campus
❏Flyer or Poster at House of Worship
❏Flyer or Poster at Public Library
❏MSU Muslim Studies Program
❏MSU Honors College
❏Michigan Humanities Council
❏Local Newspaper
❏Local Bookstore
❏Social Media
❏MSU Libraries Website
❏Other:  _________________________
What is your MSU status? (Check all that apply)
❏Undergraduate Student
❏Graduate Student
❏Faculty
❏Staff
❏Retired Faculty
❏Retired Staff
❏Alumna/Alumnus
❏Community member not affiliated with MSU

What age range are you in?
12-17
❏18-23
❏24-30
❏31-40
❏41-50
❏51-60
❏61-70
❏71-80
❏81-90
❏91-100

If the MSU Libraries hosted another Muslim Journeys series, how likely are you to attend?
❏Very likely
❏Somewhat likely
❏Not sure
❏Somewhat unlikely
❏Very unlikely
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Do you have suggestions for future events that you would like to see at MSU Libraries?

Do you have any other feedback on this event?

If you would like to be added to an email list to be notified about future book club events,
please provide your name and email address:

If you would like to be contacted for follow-up by Deborah Margolis, please provide your
name and email address or phone number:
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The status of information resources provided for visually impaired in Cairo
University library: Learning the employees’ voice.

Noor Saleh Abu Tayeh

Abstract
The most important role of modern academic libraries is providing services to all types of

users´ community including disabled persons. In the world there are approximately one billion
people in the world live with some form of disability, according to WHO world report on disability
2014. Thus, this field, services for persons with disabilities, is open for investigation giving
researchers opportunities to provide entities with accurate evaluation of their services and, if
possible, effective solutions. However, many research papers explore the services presented to the
disabled in private and public entities such as Ahmad et al. (2005), Blummer and Kenton (2014)
and Church and Marston (2003). These services go beyond physical access. Disabled individuals’
demand of obtaining information is a human right that all states commit to protect. Thus, the
researcher produces this paper which aims at exploring the availability of special materials of
information that are designed for visually impaired in the University of Cairo. The study reflects the
characteristics of qualitative- quantitative research described by Goodwin (1996), and Creswell
(2003). In the current study the Sequential Explanatory strategy is adapted, which is characterized
by gathering and analyzing the quantitative data followed by process of collecting and analyzing of
qualitative data. Data collection procedures included the distribution of the benchmark
questionnaire and the use of recording interviews. The study concluded that the University of Cairo
library needs to promote its collections of special information materials and need to make its online
catalogue, databases and website completely accessible in order to present a better quality of
information services for the visually impaired and to fulfil its roles satisfactorily depending upon
the individuals’ changing demands, which means that the libraries have to sustain its services and
regularly update their collections.

Key words: Academic library; accessibility; visual impairment; information resources; Cairo
University
1. Introduction

Increasingly we witness a technological changing era. The era of technology revolution that
affects all sectors of the societies: education, health, industry, and agriculture. One among these
sectors is academic libraries. Academic libraries play a significant role in providing users with
information in a rapid and an effective way (Cowgill, Beam, & Wess, 2001; Abdullah, Chu,
Rajagopal, Tung, & Yeung, 2015; Babalola & Haliso, 2011). With the new era of technology, the
information services that libraries usually provide to users like loan services, information retrieving
using e-journals and e-books, and information dissemination have developed and gave the library a
new effective competitive role in the societies (Burke, 2009; Church & Marston, 2003; Cowgill,
Beam, & Wess, 2001; Davis, 2007). Moreover, academic libraries play the role of leveling the
socioeconomic differences among people by supporting them with their needs of information
resources (Russell & Huang, 2009), through the availability of virtual and physical spaces in the
library which gives help to students to customize the learning and research process (Booth, 2009;
Duggan, 2010; Green, 2009; Hill, 2013).

On the other hand, one of the most important roles of modern academic libraries is providing
services for disabled persons. In the world, there are approximately one billion people in the world
live with some form of disability, according to WHO World report on disability (WHO, 2014). This
report has been produced to provide evidence for strategies and programs that may improve the
lives of persons with disabilities, and to suggest steps for stakeholders around the world should
create an environment that get disabled persons actively involved by formulating and implementing
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policies and services to enable them access to specific measures like vocational training, support
services which can raise up the level of independence and effective participation in the society.

In the past, the first attempt to emerge visually impaired persons in high education institutions
goes back to 970AD, where Al Azhar University, in Egypt, started enrolling visually impaired
students equally to others, teaching them different kinds of sciences (Farrell, 1956). The vision
towards visual disability has been changed in the west at the beginning of 17th century when many
blind persons had presented social activities by their own efforts to affirm that they could be active
members in their societies. Consequently, there will be a fill of the gap of knowledge among
individuals with the new role academic libraries play; with fulfilling equal opportunities to all types
of patrons to access into information resources (Lambert & Lowenfeld, 1975; Copeland, 2011; Gill,
2001; Holmgren & Spencer, 2014; Huang, 2008).

2. Background
University of Cairo, previously known as the Egyptian University, was established in 1908.

After then, it was renamed as King Fuad I University 1940–1952. Its campus is located in Cairo-
Giza across the Nile. Historically, University of Cairo is considered to be the second elder Higher
education institution in Egypt after El- Azhar University which was established in (970~972). In
University of Cairo, there are (207,853) students, (6.963) among them are international students,
and the faculty members are (14.518) including assistive faculty members and researchers
(University of Cairo, 2016).

The central library of the University of Cairo was established in 1931. After that, in 2008 the
university has announced the opening of the new building of its central library which takes the
highly international demands and criteria of modern academic libraries. It has collections of
information resources as shown in Table 1 below:

Table 1: Information resources in the University of Cairo library

The
Department

Arabic and English
Books Hall

Periodicals
hall

collection

Thesis
hall

Taha Hussein Hall
Braille and Audio

texts
Titles copies Volumes (upon request)

Amount 19388 38313 2580 65.000 About 355

The newly established library has a special section that provides information services for
visually impaired students. This section is called after Taha Hussein (1889-1973), a blind Egyptian
author. It aims at supporting the teaching- learning process in the university and promoting
capacities and skills of students to use and access information resources in the period of rapidly
knowledge- changes in the world. In this section there are 64 computer stations, provided with
JAWS- a screen reader- software that enable visually impaired students to read and print the
information resources they need. The section also provides students with other types of information
resources such as Braille texts and recorded in mp3 format. Training courses to visually-impaired
students is also adapted like using computers without mediators, writing research- papers, self-
learning using internet, reading Braille books and other types of entertaining sessions and
workshops like photographing and drawing. Visually impaired in the University of Cairo are about
232. The library provides anyone patronize the library a guide who accompanies him/ her during
his/her tour in the library.
3. Study Objectives

The main objective of the current study is to explore the availability of special materials of
information that are designed for visually impaired. The current study attempts to achieve the
following objectives:
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 To focus light on information resources and digital collections those are available for visually
impaired students;

 to determine the availability of Braille printings and audio materials for visually impaired;
 to explore the accessibility to library website and information resources as a service for visually

impaired.
4. Methodology

The research study reflects the characteristics of qualitative- quantitative research described by
Goodwin (1996), Bernard (2002), Murray (2003) and Creswell (2003). In the current study the
Sequential Explanatory strategy is adapted, which is characterized by gathering and analyzing the
quantitative data followed by process of collecting and analyzing of qualitative data (Creswell,
2003; Murray, 2003; Goodwin, 1996). Data collection procedures include the distribution of the
benchmark questionnaire and the use of interviews technique (Seidman, 1991). Respondents to
questionnaire are non- randomly selected. Snowball technique, which is also called Chain Referral
Sampling method, was utilized for interviewing method (Creswell, 2003; Goodman, 1961; Barbour,
2008; Bogdan & Biklen, 2006). The researcher distributed 67 copies of questionnaire, 52librarians
responded with (77.6%) average percentage of response rate.
5. Data analysis

Data analysis procedures included descriptive statistics analysis using tables, graphics and
qualitative assessment of response patterns. All data collected through the questionnaire are coded
and analyzed using SPSS 20. Transcription of interviews was made. Validity and reliability of the
study are addressed via triangulation of data (Rothbauer, 2008), peer review (Duggan, 2010), pilot
test, and Cronbach’s Alpha (Fink & Litwin, 1995) that gives a result of (.824).
6. Population and Sampling

The method of selecting the population of the study is purposive (Tongco, 2007). It consists of
library staff members those provide services to users with visual impairment library of the
University of Cairo. Fifty-two librarians participated as a sample of the study. Gender details of the
sample are shown in Figure 1.

Figure 1: Gender of participants from University of Cairo

The current staff members in the University of Cairo library who participated in this survey
are 52. Male participants form about (17.3%) of the sample and (82.7%) are females.

Respond rate
In the University of Cairo campus, the researcher distributed 70 questionnaire copies. Staff

members responded were 52 with percentage average (74.2%) which is considered high for survey
studies.
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7. Limitations
The researcher faced two limitations to the study. First, the subject of the study is limited to

academic libraries services in providing information resources to visually impaired users which is a
small size of sampling. Second, a few of the employees sampled responded to the open ended
question in the questionnaire.

8. Findings
The findings are organized around fulfilling the study three objectives. Descriptive Statistics

measures of Central tendency (mean, median, and mode) and measures of variability (range and
standard deviation) are used to gain the means and response average percentage. The values
obtained were compared with each other and with the standard value of the Likert Scale “Agree” or
“Disagree” ranking.

Table 2 illustrates the presence of information resources formats specified for visually
impaired users in the University of Cairo library. The use of audio books, audio scientific articles,
Braille printings, accessible website, bibliographies and accessible databases in the library were
investigated depending upon staffs’ perspective(s).

Table 2: Information resources statistics: mean, median, mode and standard deviation

As shown, the presence of information materials in the library from high to low respectively is
as following: audio books, easy-to-use database, audio articles, easy-to use library website, online
catalogue and Braille printings. The presence of audio books collection is the highest value with
mean (3.46) and (SD=.89578) the value is moderate which means that there is inadequate amount of
audio books for visually impaired in the library. The presence of audio articles is ranged (2.9423,
SD= 1.09210) which also indicates that they are insufficient. Library website and online catalogue
accessibility is critically low, with (mean=2.8654). Moreover, Braille printings with (mean=2.596,
SD= 1.19245) lies in the bottom of the list which reveals a clear lack of providing users visually
impaired with this format of materials. In details each paragraph included in the questionnaire
survey format will be discussed with illustration of average percentage of employees’ perceptions
towards the variety of collections of materials that is available for visually impaired.

Audio books
The following table presents the average percentage of librarians’ views towards the

availability of audio books in the libraries of University of Cairo.
Table 3: Librarians’ perspectives towards availability of audio books: frequencies, percent, and

cumulative percent
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In Table 3, 11 (21.2%) of respondents disagree that there is a sufficient amount of audio books
in the library. One of them (1.9%) strongly disagree of presence of audiobooks, while 37 (71.2%)
agree that there is a good collection of audio books available for visually impaired, only 3 (5.8%) of
participants have no decision towards this question. Therefore, presence of audio books for the use
of visually impaired in the library of University of Cairo is mediocre and need to be improved to
match users’ needs.

Audio articles
The following table presents the average percentage of librarians’ views towards the

availability of audio articles in the libraries of University of Cairo.
Table 4: Librarians' perspectives towards availability of audio essays: frequencies, percent, and

cumulative percent

Table 4 illustrates that 26 (50%) of respondents agree that there is a good amount of audio
articles, 23 (44.2%) of them disagree with the availability of audio articles and 3 (5.8%) totally
disagree with the fact that there is adequate collections of audio articles provided in the library for
visually impaired. Therefore, the presence of audio articles for visually impaired in the library of
University of Cairo is scarce and need to be developed to match users’ demands.

Braille printings
The following table shows the average percentage of librarians’ perspective towards the

availability of Braille printings in the libraries of University of Cairo.
Table 5: Librarians' perspectives towards availability of Braille printings: frequencies, percent, and

cumulative percent

Table 5 shows the statistics of a benchmark that lies in the bottom of the list the questionnaire
asked about. Only 16 (30.8%) out of 52 agree with the availability of Braille printings. 13 (25%) of
participants have no decision, while 14 (26.9%) totally disagree with the statement and 9 (17.3%) of
them disagree with the availability of Braille printings in the library for visually impaired.
Therefore, participants’ perspectives towards presence of Braille printings in providing information
services for visually impaired in the library of University of Cairo is negative. It indicates that
Braille printings are insufficient and critically lying below average.

Library’s website accessibility
The following table corresponds to average percentages of librarians’ views towards the

library website accessibility in University of Cairo.
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Table 6: Librarians' perspectives towards library website accessibility: frequencies,
percent, and cumulative percent

Table 6 illustrates conflicting views towards library website accessibility, 27 (48.1%) of
respondents disagree with the fact that the library website is accessible, while 27 (51.9%) of
informers agree with the visually impaired users’ ability to get accessed to library website.
Therefore, participants’ perspectives towards library website accessibility in providing information
services for visually impaired in the library of University of Cairo is negative which means that the
library website is not accessible and needs to be developed to match users’ requirements.

Online catalogue accessibility
The following table presents the average percentage of librarians’ views towards the

accessibility to online catalogues in libraries systems of University of Cairo.
Table 7: Librarians' perspective towards accessibility of online catalogues: frequencies, percent, and

cumulative percent

Conflicting views towards accessibility into online catalogues of the library are obvious as
shown in Table 7. 27 (51.9%) of respondents agree with this characteristics while 14 (26.9%) of
them totally disagree, and 6 (11.5%) disagree with the fact that there is an accessible online
catalogue in the library for visually impaired. 5 (9.6%) have neutral decision towards this issue.
Therefore, visually impaired accessibility into library online catalogue is deficient and need to be
improved to meet users’ needs.

Easy-to-use databases
The following table illustrates the average percentage of librarians’ perceptions towards the

availability of easy-to-use databases in libraries of University of Cairo.
Table 8 : Librarians' perspectives towards availability of easy-to-use database: frequencies, percent,

and cumulative percent

Table 8 shows that 30 (57.5%) of respondents agree with the presence of easy-to-use
databases. 11 (21.2%) of them strongly disagree, while 4 (7.7%) of the population have no decision
towards this issue. 7 (13.5%) disagree with the availability of easy-to-use databases. Therefore, the
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presence of easy-to-use databases for visually impaired users in the library of University of Cairo is
humble and needs to be improved to be in a good level to match visually impaired users’ needs.
9. Discussion

In fact, libraries should take into consideration that not only building and interior accessibility
for providing good level of services to disabled, but also the need to access to an adequate
collection of materials, learning information literacy skills as well (McCarthy, 2002; Cunningham
& Stanovich, 1997). Visually impaired users need to know how to utilize a wide variety of
resources, different types of formats including printed or non-printed materials through training
sessions and workshops. In this study, based on questionnaire data analysis, the statistics of
presence of adequate variety of special information resources for visually impaired in the library of
University of Cairo are shown in Figure 2 which reflects the total image of average percentages of
agreeing and disagreeing views with the presence of variety of collections of materials for visually
students.

Figure 2: Average percentage of presence of information resources for visually impaired

As shown in Figure 2, the statistics indicate the averages of percentages of employees’
opinions towards presence of adequate variety of special form of information resources that are
provided for visually impaired in the library of University of Cairo. The study found that  71.2%
average percentage of participants agree that there is an adequate amount of audio books presented
to users visually impaired, while 48.1% of the sample disagree that the website of the library is
accessible and easy-to-use for visually impaired users. 44.2% average percentage of the population
disagree that the presence of the Braille printings is adequate. Moreover, 50% of employees have
agreed that audio articles are adequate and 51.9% of respondents agreed that online catalogue/
bibliographies are accessible for visually impaired. The presence of easy-to-use databases also has a
poor average percentage 57.7% of agreeing of the sample.
10. Conclusion

The current study findings indicate that there is a critical lack in information materials in
university library of Cairo. This has been explained in the responses of interview questions where
the participants sampled demonstrate that the lack of collections of information resources is due to:
a) lack of budget; b) lack of qualified staff especially in technological fields. Though showing
interest of visually impaired students in University of Cairo by establishing a special section for
their needs of information resources, accessibility into its website and catalogue is very limited.
Therefore, based on information resources statistics mentioned and interview questions responses
collected, the University of Cairo library needs to promote its collections of special information
materials. Relying on results found in this study, agreeing that online catalogue is accessible for
visually impaired forms 51.9%, databases 57.7% and website 48.1% the statistics drives the author
to urge the library to improve its digital collections and make them completely accessible. In
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addition, agreeing that there are sufficient amount of materials of audio books form 71.2%, audio
essays 50%, and Braille printings 44.2%, which lies in the bottom, focus light on the necessity to
pay attention to this group of users’ demands. The leaders and administrators need to imply a
developing plan that heals the weakness positions and enhance strengths in order to present a better
quality of information services for the visually impaired and to fulfil its roles satisfactorily
depending on the individuals’ changing demands (Lacey, 2004; Majinge & Stilwell, 2013; Irvall &
Nielsen, 2005), which means that the libraries have to sustain its services and regularly update their
collections (Kim & Abbas, 2010; Atinmo, 2007; Eshghi, Roy, & Ganguli, 2008). The conclusion of
the current study comes to a similar conclusion of a study produced in Egypt by Abdo (2008)
through which the author carried out there are critical lack of information technology usage and
material collections that are designated for users visually impaired.

Yang & Chen (2015) stated that disabled persons are “at risk of being behind in this growing
age”. Furthermore, the existence of a gap between what materials are available in the library and
what users’ perceptions of materials could be due to, according to SERVQUAL analysis, technical
breakdowns, employees perceptions of infeasibility, employees’ role ambiguity, insufficient
marketing research, poor technology-fit and/or poor supervision or training (Zeithaml, Berry, &
Parasuraman, 1988). Therefore, the library leaders need to take the group of visually impaired
individuals’ needs into consideration, and pay more attention for them by providing variety of
materials (Ahmad, Devarajan, Khemani, & Shah, 2005), accessible databases/ catalogues (Atinmo,
2007) and skilled staff members (Rowley, 1997). In addition to the necessity of improving the role
the library plays form traditional to modern one with training and marketing sessions (Rowley,
1997; Stanley, 2010; Salisbury & Griffis, 2014; Russell & Huang, 2009; Kotler, Armstrong, Harris,
& Piercy, 2013). However, this field, libraries services for persons with disabilities, is still open for
more investigation and examination giving researchers opportunities to provide entities with
accurate evaluation of their services and, if possible, effective solutions. Through which, all
elements of information services must be taken into consideration and exceed beyond physical
access.
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Communication and interactivity among staff and users visually impaired and using
social applications in University of Santiago de Compostela library:

learning the employees’ voice.

Noor Saleh Abu Tayeh

Abstract
The research aims at exploring the status of communication and interactivity among

employees and users visually impaired in the library of University of Santiago de Compostela. The
study reflects the characteristics of qualitative- quantitative research described by Dey (1993),
Goodwin (1996), Patton (1990) and Creswell (2003). In the current study the Sequential
Explanatory strategy is adapted, which is characterized by gathering and analyzing the quantitative
data followed by process of collecting and analyzing of qualitative data. Data collection procedures
included the distribution of the benchmark questionnaire, derived from SERVQUAL model, and the
use of interviews method. It is recommended that employees should be trained on how to deploy
social applications in their work, because little use of social applications is explored in the study.
The neglecting of social applications in providing services is a problem that restricts the library
from acclimating rapid technological changes. Moreover, the researcher recommends that there
should be training sessions to raise the employees’ awareness towards challenges facing visually
impaired when they patronize the library, and to enrich their knowledge with skills on how to get
these patrons engaged in the library environment with taking into consideration the importance of
marketing training session for administrators to make them more aware of its relevancy and
importance to their work.

Key words: Academic library; visual impairment; Staff-users communication; University of
Santiago de Compostela; librarians.
1. Introduction

In many countries all over the world, access for persons with disabilities, either physical or
informational, is not available yet (Blummer & Kenton, 2014; Ahmad, Devarajan, Khemani, &
Shah, 2005).One of the reasons is the lack of qualified employees (Atinmo, 2007). There are a few
of studies in the developing countries that examined “the needs of disabled people and the
importance of training and empowering them to live effectively as any other member in the society”
(Lacey, 2004). In the developing countries, poor-knowledge societies, there is an obvious, critical
lack of information services in public entities (Majinge & Stilwell, 2013) that provide services to
disabled persons (Copeland, 2011; Eshghi, Roy, & Ganguli, 2008).  A lot of challenges face individuals
with disabilities while seeking information (Burke, 2009; Church & Marston, 2003; Davis, 2007), at the
time the world witnesses knowledge revolution (Tichenor, Donohue, & Olien, 1970).

A various number of studies, aiming at exploring the knowledge and awareness of libraries
administrators and information services staff towards the disabled patrons’ needs to access and
retrieve information from data warehouses and databases, were produced such as Babalola and
Haliso (2011), CEDD (2008), Chu and Du (2012), Booth (2009), Duggan (2010) and Gill (2001).

In Spain, public institutions followed systematic procedures, with other members in the
European Union, for taking care of individuals with disabilities (Millán-Reyes, 2010; Méndez,
2001; Pérez Pérez, 1998). In particular, there is an evaluation procedures of services provided to
persons with disabilities in higher-education entities. For example, in 1999, the European
Association for Quality Assurance in Higher Education (ENQA) was created to lead an extensive
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and systematic process of evaluation of quality of Academic libraries, and in Spain, the Agencia
Nacional para La Evolución de la Calidad y la Acreditación (ANECA) was established in 2003,
aiming at developing the activities of Academic institutions (Pinto, Fernández-Marcialb, & Gómez-
Camarero, 2009). This what the Spanish Constitution (CE 1978) urges to in its Title I Basic Rights
and Duties Article (49), which provides that:

The public authorities shall implement a policy of prevention, treatment, rehabilitation, and
integration of those who are physically, sensorial, or mentally handicapped, who shall be given the
special attention which they require and be afforded special protection for the enjoyment of the
rights which this Title grants to all citizens. (EBU, 2017)

In Europe, the European Accessibility Act (EAA) was created in late 2012. This act
established standards for accessible products, services and public buildings, within member
countries. European Union countries would have the accessibility standards to facilitate the
social integration of persons with disabilities and their mobility across member countries
(European Commission, 2013).

Hence, human resources play essential role in providing services (Cunningham & Stanovich,
1997; Huang, 2008; Green, 2009). The quality of services depends upon charging qualified and
trained staff members who must have a knowledge and awareness on how to communicate with
persons with disabilities (Bonnici, Maatta, & Wells, 2009; Wade, 2003; Salisbury & Griffis, 2014;
Majinge & Stilwell, 2013).

Dobson and Stanley (2002) stated that training sessions and employee development enhance
the communication skills of employees providing services to users. Which will be high valued when
“combined with related competencies such as listening, advocating, being articulate, collegiality,
and building relationships it was the most important meta-competency as well” (Lewis, 2015).
2. Study Objectives

The main objective of the current study is to explore the status of communication and
interactivity between employees and visually impaired in the library of Santiago de Compostela.
The current study attempts to achieve the following objectives:

1.To focus light on the level of communication/ interactivity between staff members and users
visually impaired in the library;

2.to determine competencies and skills of communication staff members have in providing
information services;

3.to explore the most common tools of social applications employees utilize in providing
information service for visually impaired.

3. Methodology
The current study reflects the characteristics of qualitative- quantitative research techniques

described by Goodwin (1996), Barbour (Barbour, 2008), Bodgan and Biklen (2006), Bernard
(2002) and Creswell (2003). In the current study the Sequential Explanatory strategy is adapted,
which is characterized by gathering and analyzing the quantitative data followed by process of
collecting and analyzing of qualitative data. Data collection procedures include the distribution of
the benchmark questionnaire, which is derived from SERVQUAL model, and the use of interviews
technique. Respondents to questionnaire are purposively selected. Snowball technique (Goodman,
1961) was utilized for interviewing method.
4. Data analysis

Data analysis procedures include descriptive statistics analysis using tables, graphics and
qualitative assessment of response patterns. All data collected through the questionnaire survey are
coded and analyzed using SPSS 20. Transcription of interviews was made. Validity and reliability
of the study (Fink & Litwin, 1995) are addressed via triangulation of data (Rothbauer, 2008), peer
review (Duggan, 2010), pilot test, Cronbach’s alpha result (.721) and distance matrix correlation.
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5. Population and Sampling
The population of the study consists of library staff members in University of Santiago de

Compostela. Twenty-six librarians participated as a sample of the study.
Figure 1 corresponds to the participants’ gender of the sample. (61.5%) of the respondents

from library staff are females, (38.5%) are males.
Figure 1: Gender of participants from University of Santiago de Compostela library

6. Limitations
The researcher faced two limitations to the study. First, the small sample size of respondents.

Second, a few of them responded to the open ended question in the questionnaire.
7. Findings and discussion

The findings are organized around fulfilling the study three objectives. Descriptive Statistics
measures of Central tendency (mean, median, and mode) and measures of variability (range and
standard deviation) are used to gain the means and response average percentage. Distance Matrix
correlation of values is provided. The values obtained were compared with each other and with the
standard value of the Likert Scale “Agree” or “Disagree” ranking.

The findings of status of staff-user interactivity and communication in University of Santiago
de Compostela library are shown in Table 1. The status was investigated from staffs’ voice.

Table 1: Librarian- user interactivity statistics: mean, median, mode and standard deviation

Results of communication and interactivity between librarians and visually impaired users in
University of Santiago de Compostela library are revealed in the previous table. The mean values of
communication between staff and users visually impaired in ascending ranking are as follows:
Credibility: equality despite race (mean=4.0769, SD=.56022), access: convenient working hours
(mean= 4.00, SD=.63246),  credibility: equality despite religion (mean=3.9231, SD=.97665),
knowing user: delight users with services (mean=3.8077), courtesy: respect and friendliness
(mean=3.6538, SD=.93562), responsiveness: help user by prompt timely service (mean=3.0769,
SD=1.09263), communication: understanding & listening to users (mean=2.8846), competence:
skills and knowledge (mean=2.8462, SD=1.04661), security: feel free of danger or risk
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(mean=2.8077, SD=1.47022),  individualized attention to users (mean=2.4615, SD=1.33359), and
the lowest value was: reliability: availability of a staff member to deal with visually impaired in
dependable manner (mean=2.4231, SD=1.30148).

Each question in this section, librarian-user communication, is illustrated in details as follows:
Individualized attention to users

In the following table, average percentage of respondents’ perspectives towards paying
attention to visually impaired users individually in providing information services in the library of
university of Santiago de Compostela.

Table 2: Librarians' perspectives towards individualization of attention to visually impaired:
frequencies, percent, and cumulative percent.

As shown in Table 2, 10(38.5%) of respondents agree that they are paying attention
individually to visually impaired users in providing information services. 6(23.1%) of respondents
disagree, while 9(34.6%) of participants strongly disagree with this statement. 6(23.1%) selected
“no decision” as a response to the question.

Therefore, according to respondents’ perspectives statistics, status of individualization of
attention in providing services to users is in a humble level.
Communication: Understanding & listening

In Table 3, average percentage of respondents’ perspectives towards the presence of librarians’
communication with visually impaired to understand and listen to their demands in the library are
presented.

Table 3: Librarians' perspectives towards librarians’ understanding and listening to visually
impaired: frequencies, percent and cumulative percent

As shown in Table 3, agreeing towards the librarians’ understanding and listening to visually
impaired in the library is deemed low. 14(53.8%) of respondents agree with this statement,
5(19.2%) of the sample disagree. “strongly disagree” was by 6(23.1%) of participants, and
5(19.2%) of them have no decision towards the statement that staff know users’ requirements of
information resources and/ or service in the library.

Therefore, according to participants’ perspectives statistics of communicating with visually
impaired in providing information services: understanding and listening to users, in the library of
University of Santiago de Compostela is in a fair level.
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Reliability: availability of a staff member to deal with visually impaired in dependable manner
In the following table, average percentages of respondents’ perspectives towards the

librarians’ reliability in communication with visually impaired in the library are presented.
Table 4: Librarians' perspectives towards reliability: frequencies, percent, and cumulative percent

As shown in Table 4, the respondents’ perspectives towards availability of a staff member to
deal with visually impaired in a dependable manner are as follows: 7(26.9%) agree with this
statement. 11(42.3%) strongly disagree. While 8 (30.8%) have no decision.

Therefore, according to respondents’ perspectives statistics, availability of a staff member to
deal with visually impaired in dependable manner in providing information services in the library of
University of Santiago de Compostela is inferior.
Security: feel free of risk

In the following table, average percentage of respondents’ perspectives towards security in
providing services: visually impaired feeling free of risk, physically and informationally.

Table 5: Librarians' perspectives towards security of visually impaired in: frequencies, percent, and
cumulative percent

As shown in Table 5, 15(57.7%) of respondents agree that there is secured environment in the
library for visually impaired. 10(38.5%) of them strongly disagree that users are safe, while 1(3.8%)
have no decision.

Therefore, according to respondents’ perspectives statistics, status of secured environment in
providing information services in the library of University of Santiago de Compostela exists in a
humble level.
Competence: skills & knowledge

In the following table, average percentage of respondents’ perspectives towards librarians’
competences, their skills of communication, knowledge and experience in providing information
services for visually impaired.

Table 6: Librarians' perspectives towards staff members’ competence: frequencies,
percent, and cumulative percent
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As shown in Table 6, respondents’ perspectives towards staff members’ competence: skills
and knowledge are not positive. 1(3.8%) strongly agree with this statement. 9(34.6%) agree in a
lesser degree. 1 (3.8%) of them have no decision, while 15 (57.7%) disagree.

Therefore, according to respondents’ perspectives statistics, the status of librarians’
competences, their skills and knowledge in providing information services, in the library of
University of Santiago de Compostela is in a low level.
Responsiveness: help users by prompt timely services

In the following table, average percentages of respondents’ perspectives towards librarians’
responsiveness: helping visually impaired users by prompt timely information services are
presented

Table 7: Librarians' perspectives towards responsiveness: frequencies, percent, and cumulative
percent

As shown in Table 7, 12(46.2%) of respondents agree that there is a prompt timely response
for visually impaired queries in the library. 2 (7.7%) of them disagree with this statement. 4 (15.4%)
of participants strongly disagree. 2(3.8%) out of 52 disagree, while 8(30.8%) have no decision.

Therefore, status of librarians’ responsiveness to information queries of visually impaired in
the library of University of Santiago de Compostela is middling.
Access: convenient working hours

In the following table, average percentage of respondents’ perspectives towards librarians’
working hours, if they are adequate and convenient for providing services to visually impaired
or not.

Table 8: Librarians' perspectives towards working hours: frequencies,
percent, and cumulative percent

In Table 8, 5 (19.2%) of respondents strongly agree that working hours in serving visual
impaired are adequate and convenient. 16 (61.5%) of respondents agree in a lesser degree, while
5(19.2%) of participants selected “no decision” as a response to the question.

Therefore, according to respondents’ perspectives statistics, visually impaired users’ access or
approachability to librarians’ with convenient and adequate working hours is highly positive.
Knowing users: delight users with services

In the following table, average percentage of respondents’ perspectives towards knowing
users: their demands in order to make them satisfied with the services they provide in the library of
university of Santiago de Compostela.
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Table 9: Librarians' perspectives towards knowing visually impaired users’ needs: frequencies,
percent and cumulative percent

In Table 9, there is a positive view towards the fact that librarians delight users visually
impaired with information services they provide. 23(88.5%) of respondents selected “agree” as a
reply to the question. Only 1 (3.8%) of the sample disagree with the statement. “No decision” was
selected by 2(7.7%).

Therefore, according to respondents’ perspectives statistics, status of delighting visually
impaired with information services they provide in the library of University of Santiago de
Compostela is in a satisfactory level.
Credibility: equality despite race

In the following table, average percentage of respondents’ perspectives towards dealing with
users equally despite the race in the process of providing information services in the library of
university of Santiago de Compostela.

Table 10: Librarians' perspectives towards dealing with users despite race:
frequencies, percent, and cumulative percent

In Table 10, there is a positive view towards the fact that librarians deal with users visually
impaired equally despite race in providing information services. 5(19.2%) of respondents selected
“strongly agree” as a reply to the question. 18(69.2%) of participants agree but in a lesser degree.
“No decision” was selected by 3(11.5%).

Therefore, according to respondents’ perspectives statistics, status of the fact that librarians
deal with users visually impaired equally despite race in providing information services in the
library of University of Santiago de Compostela is a high- level degree.
Credibility: equality despite religion

In the following table, average percentage of respondents’ perspectives towards dealing with
users equally despite the race in the process of providing information services in the library of
university of Santiago de Compostela.
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Table 11: Librarians' perspectives towards dealing with users despite religion:
frequencies, percent, and cumulative percent

As shown in Table 11, there is a positive view towards the fact that librarians deal with users
visually impaired equally despite religion in providing information services. 5(19.2%) of
respondents selected “strongly agree” as a reply to the question. 18(69.2%) of participants agree but
in a lesser degree. Only 2(7.7%) of the sample disagree with the statement. “No decision” was
selected by 1(3.8%).

Therefore, according to respondents’ perspectives statistics, status of the fact that librarians
deal with users visually impaired equally despite religion in providing information services in the
library of University of Santiago de Compostela is positive and is in a high level.
Courtesy: respect and friendliness

In the following table, average percentage of respondents’ perspectives towards dealing with
users friendly and with respect in the process of providing information services in the library of
University of Santiago de Compostela.
Table 12 : Librarians' perspectives towards dealing with visually impaired with friendless and respect:

frequencies, percent, and cumulative percent

As shown in Table 12, 2(7.7%) of respondents strongly agree that they are dealing with visual
impaired with respect and friendly. 17(65.4%) of respondents agree in a lesser degree, while
2(7.7%) of participants disagree with this statement. 5 (19.2%) selected “no decision” as a response
to the question.

Therefore, according to respondents’ perspectives statistics, status of courtesy: dealing with
users friendly and with respect is positive and in a good level.

Total results of average percentages of respondents’ views towards their communication with
visually impaired are revealed in Figure 2.
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Figure 2 : Total average percentage of staff-user communication in
University of Santiago de Compostela library

As shown in Figure 2, average percentage 38.5% of population agree that there is an
individualized attention given to users visually impaired, and their positive views towards working
hours is ranged 80.7%,  responsiveness with prompt timely services has average percentage of
46.2%, agreeing for knowing the users’ needs is 88.5%. Equality despite race is ranged 88.5% and
despite religion is 88.4%. While the average percentage of sample’s views towards courtesy,
dealing with users visually impaired with respect and friendliness, is ranged 73.1%. A clear low
value shown in the benchmarks of availability of a staff member to deal with visually impaired in a
dependable manner which is ranged 26.9%1, with average of 30.8% selected neutrality. Staff
members’ competence of skills 38.4% average percentage of participants sampled. While the
average of 57.7% agreeing to presence of security, which is concerned with feeling free from risk
and doubt including information, physical and confidentiality, and the last benchmark concerning
with the statement that librarians understand and listen to users is ranged 78.9% percentage of the
respondents’ view.

Actually according to statistics of indications of staff- user communication and interactivity in
University of Santiago de Compostela library, is somehow good but some issues that is concerned
with paying attention individually to users should be taken into consideration in order to get a better
services.

Results are provided in figures showing the average percentage of staff members’ use of social
applications to provide information services for visually impaired users in University of Santiago de
Compostela.
Using E-mail in providing information services

1- As recognized from a conversation with a staff member at the time of distributing the questionnaire, there
are no staff members to serve users with disabilities in the library; therefore the value is very low.
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Figure 3 shows the results of participants’ responses about frequency use of E-mail in
providing information services to visually impaired patrons in University of Santiago de
Compostela.

Figure 3: Average percentage of participants using E-mail in providing information services

As shown in

Figure 3, average percentages of library employees’ use of E-mail in University of Santiago de
Compostela are illustrated. The highest group of results is “always” use. 19 (73.1%) of respondents
have checked this choice to show that they are always use E-mail in providing information services
to users visually impaired. Followed by “sometimes” use which was selected by 7 (26.9%) of
respondents. This shows that utilizing E-mail in the process of information services delivery is in a
high degree.
Using Facebook in providing information services

Participants in University of Santiago de Compostela are asked about how often they use
Facebook network as a mean of information services delivery. Their responses percentages appear
in Figure 4.

Figure 4 : Average percentage of participants using Facebook in providing information services

Figure 4 corresponds to average percentages of library employees’ usage of Facebook network
in University of Santiago de Compostela. The highest group of results is “always” use. 10 (38.5%)
of respondents responded that they are always use Facebook in providing information services to
users visually impaired. Followed by “never” use which was selected by 7 (26.9%) of respondents.
While only 5 (19.2%) of them selected “sometimes” and 4(15.4%) for “rarely” utilization of this
network in the process of information services delivery.
Using Twitter providing information services

Figure 5 shows the results of participants’ responses about frequency use of Twitter in
providing information services to visually impaired patrons in University of Santiago de
Compostela.
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Figure 5: Average percentage of participants using Twitter in providing information services

As shown in Figure 5, Twitter network use is in the bottom. 22(84.6%) of participants “never”
use this application, and only 4(15.4%) of them use it “rarely”. Therefore, according to statistics
revealed in this figure, the librarians in University of Santiago de Compostela have a poor deal with
Twitter in the process of providing information services to users visually impaired.
Using Youtube in providing information services

Figure 6 shows the results of respondents’ responses statistics about frequent use of Youtube
broadcasting application in providing information services to visually impaired patrons in
University of Santiago de Compostela.

Figure 6: Average percentage of participants using Youtube in providing information services

Figure 6 corresponds to average percentages of library employees’ use of Youtube
broadcasting application in University of Santiago de Compostela. 14 (53.8%) of respondents
“rarely” use Youtube, and 12 (46.2%) of them “never” use this application in the process of
providing information services to users visually impaired. Therefore, it is clear that there is a poor
deal of using Youtube in information services delivery.

Total view of employees’ social networking to deliver information services for users visually
impaired in University of Santiago de Compostela is provided in Figure 7.

Figure 7: A comparison among social applications use in providing information services
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Figure 7 provides a comparison of use among social applications in the process of providing
information services for visually impaired individuals. The use of E- mail is in the top of the list
(73.1%) followed by Facebook with 38.5% percent of use, while Youtube and Twitter are in the
bottom of the list. Respondents use Youtube “rarely” (53.8%) and Youtube (15.4%). A “never’ use
highest value is ranged for Twitter (84.6%) followed by Youtube (46.2%) and Facebook (26.9%).
Therefore, according to results founded about using social applications in libraries information
services delivery in University of Santiago de Compostela, E-mail is the most common application
deployed, followed by Facebook, Youtube and finally Twitter applications.
Correlation measure

The distance between indicators in the section of social networking use in information services
delivery is calculated using proximity Matrix as shown in Table 13.

Table 13 : Proximity Matrix outputs of variables of providing
information services via social applications

Table 13 indicates the output of an SPSS distance matrix. The matrix is symmetric, which
means that numbers on the lower half are as the numbers in the top half. Cells in the table that are
closest together in space are the most similar, and the cells that are farthest apart are the most
dissimilar.  The shortest distance calculated was between 2 values: Youtube and E-mail (-.040).
There is a middling distance between using Twitter and Youtube (.395) and with Twitter, Email is
obviously apart (.703).
8. Conclusion

Providing social applications in work would help to alleviate some of disconnection between
employees and technology (Chiu & Lin, 2012), and assist those employees who may have a lower
comfort level with new technology (Stanley, 2010). In addition, adapting Information and
Communication Technologies (ICTs) in providing services for users’ community is necessary to
accumulate with the dramatic technological changes (Hill, 2013; Rowley, 1997; Zineldin, 2007).
Enhancing accessibility for persons with disabilities to get an equal opportunity to their peers
without disabilities in their way of obtaining information is essential role of modern libraries.

The current study reveals that average percentage 38.5% of respondents agree that there is an
individualized attention given to users visually impaired, and their positive views towards their
convenience of the working hours is ranged 80.7%. Responsiveness with prompt timely services
has average percentage of 46.2%. Agreeing for knowing the users’ needs is 88.5%. Equality despite
race is ranged 88.5% and despite religion is 88.4%. While the average percentage of sample’s views
towards courtesy, dealing with users visually impaired with respect and friendliness, is ranged
73.1%. A clear inferior value is shown in the benchmarks of availability of a staff member to deal
with visually impaired in a dependable manner which is ranged 26.9%. This low value is
demonstrated in an interview respondent’s comment that there are no users visually impaired



 

263

patronize to the library, so there is no staff member to take care of disabled users individually. In
addition, the average of 57.7% agreeing to presence of security, which is concerned with feeling
free from risk and doubt including information, physical and confidentiality, and the last benchmark
concerning with the statement that librarians understand and listen to users is ranged 78.9%
percentage of the respondents’ view. However, Mendles’ (1995), Burke’s (2009) and Green’s
studies (2009), indicated the essential role of staff awareness to get users engaged and participated
in activities and/or training sessions (Bonnici, Maatta, & Wells, 2009; Dobson, Upadhyaya, &
Stanley, 2002) in accessing to information resources (Atinmo, 2007; Duggan, 2010) and using
assistive technology (Byerley & Chambers, 2002). In addition, Cowgill, Beam, & Wess (2001)
suggested that training librarians modules are very important for institutions success in order to get
themselves from traditional role to information commons. Irvall & Nielsen (2005) in their study
focused light on interaction among library collections, staff, information services, and patrons,
indicating that each one affects the other. They are connected together, and couldn’t be addressed
separately. Furthermore, Majinge and Stilwell’s (2013) discussed that the information services
presented in the libraries sampled aren’t integrated and need to be improved through acquiring more
collections and assistive technology devices and training employees. Seale (2013) through his
study, paid attention to importance of taking interior design into consideration to make the tour of
the visually impaired inside the building easier and safer while they are seeking information.

Consequently, based on participants’ views towards interactivity and communication among
staff and users visually impaired statistics, the researcher urges libraries leaders to pay attention to
the necessity of holding training sessions for employees on how to communicate with users with
disabilities. In addition, the researcher found related reasons for any problem in communication
from outside sources related, the probable causes of communications gap, as mentioned in
SERVQUAL descriptions of gaps, which occur when there is a difference between service delivery
intentions and what is communicated. These probable causes are: lack of horizontal communication,
poor communication with marketing section, inadequate communications among departments,
differences in policies and procedures across branches, and propensity to overpromise (Zeithaml,
Berry, & Parasuraman, 1988). Furthermore, it is recommended that employees should be trained on
how to deploy social applications in their work. The little use of social applications in providing
services is a problem that restricts the library from allocating dramatic technological changes.
Moreover, the researcher recommends that there should be training sessions to raise the employees’
awareness towards challenges facing visually impaired when they patronize the library, and enrich
their knowledge with skills on how to get these patrons engaged in the library environment. In
addition, the management of the library may take into consideration the importance of marketing
training session for administrators to make them more aware of its relevancy to their work.
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The social media , awareness , glimpse and developing of The creativity and personal sides to

Jordanian university students In northern region .
The study aimed to identify of awareness and Glimpse's Jordanian university students in

northern region ( Gadara and Yarmouk university) about social media and to develop their creative
and personal sides .the study aimed to answer the following questions Q1:what is the role of Social
media in developing the personal and creative sides of people ?:  Q2:what is your opinion in these
sites ? to answer the questions of the study,  the Descriptive analytical method is used depending
on collecting data And information tools which are (  analyzing documents and registers, interviews
and going back to the theoretical literature  to recognize the definition of Social media sites. The
study sample consists of (320) male and female students joining both yarmouk and Gadara
universities where repetition excluded from the final findings in the answers of the study ,the
findings of the study show that the average of answers for each question  fluctuated between high ,
mid and low , that to say creativity encouraging and aiding get the highest average which was (
67.81) where as the findings for the second question showed that Social media sites have a positive
look in almost all the answers of the sample that to say,   the simplicity  in contacting others got the
first rank and the highest average ( 69.37) . and the study shows that (67.81%) of the sample have a
negative look to  the idea that these Social media sites are destructive tools of the society .
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ABSTRACT

This paper focuses on the study of the impact of Assabil marketing plan to attract the largest
number of patrons to Beirut Mumicipal Puplic Libraries. In order to achieve this goal, the
researchers start the study by defining the methodological framework and then passing quickly to
the concept of marketing in general and in the field of libraries in particular, then recognizing the
marketing mix and Ranghanathan five laws. The paper will then shed light on the marketing
methods adopted in the libraries under study, and shows the role of marketing services in meeting
the needs of the patrons using the portfolio analysis of these three libraries. The analysis of the
results of the marketing plan used by Assabil Association shows the success story of this plan which
was reflected on the increasing numbers of libraries’ visitors, doubling the activities, the groups of
classes’ visits to the libraries during the year 2016 compared to 2015. In addition, the aotu-mobile
library (Kotobus) continues its usual tours to far and rural areas across Lebanon.

Keywords: Marketing /Marketing Mix/ Public Libraries’ Services/ Marketing Plans in
Libraris.
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Abstract

This study aims at identifying the role of the electronic library in supporting higher education
at Palestine Technical University Kadoorie, so a random sample of 100 participants including
academic staff, administrative staff, and students were tested. Therefore, SPSS is used for analyzing
the data.

According to the study, the results so far showed the following:

- The electronic library contributes highly in supporting the higher education at Palestine
Technical University (Kadoori) with an average of (77.936%) for the action researches and
information.

- There are no significant differences between females and males in the role of the electronic
library support in the higher education at Palestine Technical University (Kadoori).

- There are statistically significant differences in the role of the electronic library support in the
higher education at Palestine Technical University (Kadoori) due to the factor of educational
level in favor of bachelor’s holders.
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- There is no significant difference in the role of the electronic library support in the higher
education at Palestine Technical University (Kadoori) due to the factor of the job description.

In conclusion, the results of this study provide some fascinating insights and conclude very
vital recommendations. One of those essential recommendations is the importance of increasing the
financial allocations to face all the technological developments that enrich the higher education in
terms of research, knowledge, and local community service.

Keywords: The electronic library, higher education, Palestine Technical University Kadoori
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Title : The University libraries in their role of assuming learning functions in
Algeria through a case study of the university library of Relizane

Dr Yahiaoui Zahir

Abstract :
The university libraries are known for their noble mission to deserve the students, teachers and

researchers by documents and diverse information ressources. They are more and more appealed to
assume tasks of learning and diffusion of knowledge to students. As a central question, do the
university libraries assume this role efficiently ?

- do they use the learning activities ?
- do they use the internet for this purpose ?

- what is the nature of this knowledge ? do they use courses ? do they provide projects to
students ? etc

The methododology of the study focuses on the descriptive method by using questionnaires
and observation.

The objectives of the study are mainly to give the scope of e-learning in Algeria and analyze
the expectations from the university libraries.
Key words : university libraries ; e-learning ; teaching
Introduction :

The traditional learning is appealed to disapear . The new methods focus on the role of
technology bacause it encourages the learners to use his faculties : audio, visual and other. In this
context of the development of the constructivist theory giving more importance to the effort of the
learner, the libraries particularly the university libraries should play a great role in the process of
learning by investing the technological means.
Problem statement :

As a central question, do the university libraries assume the role of learning efficiently ?
 do they use the learning activities ?
 do they use the internet for this purpose ?
 what is the nature of this knowledge ? do they use courses ? do they provide projects to

students ? etc

Methodology :
We use descriptive methodology focusing on the survey administred to some libraries

affiliated to the university (the University centre of Relizane). The survey is divided into 04 parts :

- personal data : deals with the gender and the speciality of the headmaster.
- learning activities : deal with the awareness of learning and the way to fulfill them.

- technological means : deal with the use of these tools, their types and the eventual platforms
used.

- knowledge provided : what are the vehicles of this knowledge.

- use of the technology : which is the category that uses the technology in learning : the students,
or the teachers.
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1- Library Services :
We notice the use of toll free phone numbers and fax lines during 1970 and 1980. Later during

1990 we begin to use email reference. The Libraries use also tools such as Tutor.com, Liveperson
and QuestionPoint. They use also agregator services such as Meebo, Trillian and Pidgin. They use
virtual world such as SecondLife, Web Conferencing tools such as Adobe connect, Web 2.0, web
sites such as twitter. The virtual include email, phone, text, forums, video conferencing, chat
(Yang, 2015).

The technological software tools used for chat reference are the following: Library H31,
QuestionPoint, LibChat, Zoho, Livechat, Zopim, Liveperson, Tutor.com, Oracle.

The technologies used to deliver the services are :

- the instant messenger (IM) by Yahoo, AIM, GoogleTalk and MSN,

- the text by SMS,

- the interactive knowledge based by Frequently Asked Questions, LibAnswers, Ask a Librarian,
- the video by chat,

- the email,
- the telephone by skype (Yang, 2015).

2- Learning Activities :
The role of different libraries in the learning is described below :

 the national science digital library in USA manages the ressources of learning through the
internet,

 the digital library for earth system education provides earth science for learners,
 the chemical education digital library provides ressources reported by teachers through the

internet,
 the british library provides e-learning websites for students and teachers,
 the taiwan ministry of education offers digital archives for teachers of elementary and

high schools.
Through their work, it appeared that the skills of librarians are needed in information

organization and information retrieval. They need knowledge in architecture system : organization
system, labelling system, navigation and search system (Chen, 2014).

The open education ressources is one of the great projects of learning experienced through the
world, which include ressources of multimedia and the online teaching. They provide repositories
of openly licensed textbooks (Chen ,2014). The learning activities rely on the technological means
and on the nature of the documents among them we can report the textbooks useful for students as
well as for teachers.

In USA, some university libraries offer the university wide programming. They create
repositories that store and share the contents of the faculty and students. The university of
Minnesota offers open journals, proceedings and open textbooks (Salem Jr., 2017).
3- Cognition Outcomes :

The cognition outcomes must be realized by cognitive tools to facilitate self-learn and self-
construct knowledge, through interraction into realizing sharing knowledge (Chen, 2014).

The e-learning can facilitate the cognition because it deals with the need of the learner. It
offers the personalization which is a dynamic process that rely on the suitable interface to the user
emotional profile. In fact, the different learning styles differ from individual to the other. There are
visual, auditory and kinesthesic learners (Thyagarajan, 2007). These different styles affect the way
of learning. There are also factors that influence the cognition such as the place of study,
collaboration and factors dealing with the context (Thyagarajan, 2007). The computer is one of the
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tools that facilitates indepente learning and provide opportunities of learning in an hypermedia
environment (Salem Jr. , 2017).
4- The Social Media Learning :

The social media as a new tool of communication reaches the domain of learning. It appears
through different tolls : blogs, collaboration, projects, social networking sites, content communities
and virtual world. These new tools offer opportunities to have fast and relevant communication
(Kaplan, 2010). Some sources argue that the use of the computer in the begining of
the technological era encouraged independent knowledge and fostered collaborative learning
(Ali et al, 2016). The Internet later spread the way of learning and improve education at a high level
(Ali et. Al. , 2016).

The new tools are important in the learning for sharing information and knowledge. Each tool
has its usefulness. Wikis and blogs are useful for writing, RSS for publishing and update content,
AJAX to retrieve information, developing  intellectual skills by linking students or teachers to sites
of knowledge such as academia.edu, ResearchGate, Social Science Space etc (Ali et. Al, 2016). The
technology particularly the audio-visual tool plays a great role in diffusing the courses online by the
MOOC. They contribute in the democratization of knowledge and offer the possibility to gather the
learners whenever they are (Wilhelm, 2016).
5- Pratical Part :

The practice is carried out in six (06) libraries affiliated to the university : central library,
library of the faculty of science and technology, life sciences, Law sciences, Social sciences, and
littérature . we added two (02) services which are engaged in the learning missions.
Results :

The results can appear below :
5- 1- Personal data :

The survey reveals that the managers of the libraries and the managers of the learning centres
are : 05 males and 03 females.

They are 04 librarians, 01 in the speciality of law and 03 in computer science.
5-2- Library activities :

The majority of the libraries (06 of them) representing 75% are aware about the importance of
learning, that the libraries should contribute strongly in this field.

The way to conctretize it,  is by platforms, sites. They see also that they must provide
scientific journals, expositions and animation.
5-3- Technological means :

All the libraries and the learning centres use the technology in their work. They use sites,
software and social media. Some of them rely on email only. There is one of them who would fulfill
the platform Moodle, which is suitable to learning and e-learning. Nevertheless the technological
environment is not constructed. There are also platforms providing articles and documents to the
teachers and the students of higher degree.
5-4- Nature of the knowledge :

The knowledge provided for students and teachers is constituted by the differents types
indicated below :

- courses : 02 libraries recognize doing this,
- articles : are provided according to 02 libraries,
- books : are offered according to 02 libraries.
- there are other resources like seminars.
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5-5- Use of the technology :
According to the libraries, both the students and teachers are users of the libraries and are

involved in learning. Two (02) libraries notice that students are the most interested, while four (04)
libraries consider that teachers are the privileged users.
Conclusion :

The literature indicates that the library activities focus on the technological means appealing
then the mastering of these skills by librarians. The USA make repositories to spread the knowledge
among the society. By the development of the new tools of Internet, the social media intervene in
this field. The practice indicates that both males and females are actors of the technological
services. The specialities identified concern the library science and computer science. The libraries
surveyed show their awareness of learning and the use of the technology, that the internet is
considered as a best tool. The learning tends to focus on the documents. The practice of the learning
platform (Moodle as an example) is not fulfilled, which denotes a delay and requires important
efforts in order to realize the challenges of learning and teaching.
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