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ABSTRACT 

 

Purpose – This paper used ServQUAL to measure the quality of services to users in Nigerian 

university libraries. The aim was to expose the service areas where there is need to address.  

 

Approach – The population of the study was the entire users that registered in seven 

university libraries in Nigeria during the 2012/2013 academic session. Questionnaire was the 

main instrument for data collection. One thousand two hundred sets of modified ServQual 

questionnaire were administered and the 619 that were correctly filled and returned were used 

as the study population. Data was analyzed using descriptive statistics, frequency tables and 

simple percentages. 

 

Findings – The paper revealed that all the services provided in academic libraries in Nigeria 

did not meet the expectations of the users. The service indicators with the widest gap 

difference were inadequacy of modern facilities, such as e-facilities, e-resources, and steady 

internet access. This implies that among the five service dimensions measured, tangibility 

was the most desired while assurance was the least. The paper recommended that university 

authority and library management should be mindful of users’ desires and plan toward the 

provision of the desired needs of users in contemporary library services. 
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Practical Implications –The results of this study could be used in comparing the service 

quality of academic libraries in Africa and other developing and developed countries around 

the world.  

 

Originality – ServQual model has never been used in the evaluation of performance of 

academic libraries in Nigeria. Therefore, this paper was the first attempt to employ 

servQUAL in the measurement of quality of services of academic libraries in Nigeria. 

 

Keywords: Academic libraries, Nigerian University libraries, ServQual model, and Service 

Dimensions. 

   

Article Type – Empirical Study. 

 

INTRODUCTION 

 

Quality is the satisfaction level obtained by a customer on the work rendered by an 

organization. Quality is also a baseline for institutions to seek international recognition by 

promoting diversity, global participation and accreditation. That is why careful consideration 

is desired during service provision because human beings exhibit diversity in needs and likes 

which Somaratna, Peiris, & Jayasundara, (2010) suggested stem from their differences in 

economic and social status, personal taste, and environmental factors. 

Service quality has become an increasingly popular topic both in library and 

information science literature and at professional gatherings (Nitecki, 1996). The concept of 

service quality used for library evaluation, in the words of Calvert (2001) is “…to examine 

the differences between a customer’s expectations and the perceived sense to actual 

performance”. 

In the past, the quality of an academic library has been described in terms of its 

collection and measured by the size of the library's holdings and various counts of its use. 

This traditional orientation is no longer enough today. Alternative approaches to measure 

quality have emerged first in marketing research, and as Nitecki (1996) noted, the ServQual 

instrument has evolved as a framework to measure service quality. 

  In the library setting, the concept of service quality can be traced to the mid-1970s 

(Sorayaei et al 2013) but only a very few and recent articles in library literature have 

revisited this concept in developing countries. The importance of the customer's role in 

organizational assessment of services depends on the conceptual framework describing the 

nature of quality. For instance, the service quality research emerged first in the marketing 

literature viewed customers to have some degree of rights over the services they receive.  

That is why Service quality perceptions is all about how excellent a provider performs as well 

as about how provider should perform.  Only during 1990’s that recognition of the 

importance of the user’s judgment of library services in the libraries and among researchers 

in western countries started and these perspectives are shifted towards a user-driven view. 

Since then, the assessment of how well a library succeeds depends on the user as judge of 

quality (Nitecki, 1996).  

In developing countries and Africa in particular, the application of ServQual in the 

assessment of services has emerged. In academic libraries in Nigeria, librarians had been 

collecting their statistics and using them to measure their contributions to the visions and 

missions of their parent institutions. Weiner (2005) noted that this approach had been 
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successfully fulfilling methods of measuring the quality of services in libraries. This 

approach includes measuring the size of collections, number of visitors, issuing and returning 

statistics, inter-departmental loan, size of budget, staff strength and other processes. 

Kyrillidou, (2002) revealed, that this evaluation system started in 1908.  She stated that the 

aim of the evaluation then was to “demonstrate how library services make a difference to its 

constituents; how it compares to similar institutions; and its contribution to recreation, 

teaching, learning and research”.  

It also includes helping librarians to provide data that could allow libraries to 

benchmark practices with other institutions. Zeithaml, et al (1990) observed that attentions 

of librarians in those days were on “measuring the competencies of librarians and the library 

management’s efforts in providing the needed facilities for the clientele” this means that they 

ignored the measurement of the quality of services and the extent users’ expectations are met.  

They were equally not considering the rights and views of customers. But for Zeithaml, et al 

(1990) within a service quality orientation, only the customer judges quality, and therefore all 

other judgments outside the customer’s views was essentially irrelevant. Today, there is a 

paradigm shift and this paradigm is that the traditional approach for assessing the 

performances of libraries and librarians is no longer appropriate due to the fact that:  

 

• As Nitecki, (1996) maintained, “the traditional orientation of measuring the quality of 

an academic library in quantifiable terms of its collections and use, neither offers 

attainable goals, nor adequately address the users’ demands and expectations for 

current information”.  

• Conceptions and different method of evaluating service quality in contemporary 

libraries have emerged and changed the primary focus of library services from  a 

focus on material collections to service-orientation;  

• This new method which was promoted by the advent of information and 

communication technologies and their applications in libraries which have changed 

the taste/needs of customers and therefore a desire for better services, and  

• the goal of bringing together a perfectly customized collection of books and journals 

in the cyberspace for the purposes of fulfilling user’s needs has for Kyrillidou (2002), 

made collection sizes higher and subsequently led to assessing a library‘s quality by 

the magnitude of its resources, the knowledge of its personnel and the quality of 

services.  

 

It is on the basis of this innovation that the quality of library services is defined as the 

difference between users’ perceptions, the actual services received. For that, today’s outcome 

measures how well an institution serves its users and demonstrates the institution’s efficiency 

and effectiveness. In view of this new development and increasing emphasis on assessment of 

service quality, coupled with changes in the pattern of library collections, librarians now seek 

new measures to evaluate services using ServQual model. Since Parasuraman, Zeithaml, and 

Berry (1988) developed this model, it had been applied in many organizations including 

libraries due to its merits over the traditional technique. Blixrud, (2002) envisaged the 

benefits of applying ServQual as a framework for surveying the expectations and perceptions 

of users in academic libraries to include the following:  

 

� to obtain direct responses to series of questions from the community surveyed;  

� identify user issues, concerns and needs;  
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� measure library performance from the user perspectives;  

� acquire quantifiable data that can be statistically analyzed and generalizeable for the 

larger population;  

 

Improve or change services; increase library visibility and marketing; and contribute 

to broader institutional assessment (Cook & Health, 2001).  Performance measures are 

needed in libraries to demonstrate value and to respond to changes brought about by the 

introduction of new services that require flexibility to create self accountability. 

 

THE PROBLEM 

 

Application of ServQual in the evaluation of libraries and organizations was said to 

have started first in developed countries in the later period of the twentieth century. It was 

towards the end of the 20
th

 century that scholars in developing countries started applying it in 

their research. Right from that period, focusing more energy in meeting customer’s 

expectations has today become a critical factor in the field of librarianship. In developed 

countries, studies, publications, and literature on application of ServQual model in 

organizations was ubiquitous in the 1990s. Today, the literature is becoming obsolete and is 

being replaced with another model known as library quality or LibQual.  

In developing countries, studies on service quality in organizations using ServQual 

model is gradually becoming an emerging issue. Manjunatha & Shivalingaiah (2004) have 

also observed that in India, the concept of assessing service quality from library users’ 

perspectives is still in its infancy. For instance, Ahmed & Shoeb (2009) have noted that 

ServQual model has never been used in any library quality assessment practice in 

Bangladesh. For Rehman & Sabir (2012), in Pakistan, library service quality is an unfamiliar 

topic and therefore the practice of regular assessment of library service quality rarely exists at 

any level.  

In Nigeria, studies on the impacts and outcomes of library services using the views of 

library users seem not exist or it is not yet published. This has created gaps in knowledge 

about the development and utilization of ServQual model in the region. In view of this 

scenario, or vacuum on research that used ServQual to measure user’s perceptions of services 

in academic libraries in Nigeria, the purpose of this study is therefore to:  

 

1. use ServQual model to measure the quality of services in academic libraries in 

Nigeria;  

2. identify the service dimension(s) that met or do not meet the desires of users;  

3. suggest the critical areas where uses expectations are not met;  

4. and suggest possible ways to arrest the situation.   

 
The Significance of this study lies on the imperative to use ServQual model in 

conducting a research for the first time in academic libraries in Nigeria. The outcome of the 

study could enable university administrators, librarians, and other stakeholders to take 

objective decisions that could optimize the impact of library and information services. The 

feedback would help to prioritize the areas in which a need for continuous improvement is 

felt. It would help scholars of comparative librarianship to analyze the service quality of 

academic and other libraries in Nigeria, Africa, and other regions in the world.  
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REVIEW OF LITERATURE  

 

The Quality Management Doctrines summarized the basic tenets of quality 

management as follows:   

� quality refers both to the quality of the product and activity (process), and focuses on 

internal and external customers;  

� quality as an instrumental value is significant for organizations survival and 

competitiveness; customers’ needs and satisfaction are the most decisive criteria of 

quality;  

� continuous improvement as a philosophy for change in an organization is important 

for  supporting the strategic goals and by systematic improvement of processes, 

products and services;  

� the role of management and leadership is crucial including management’s 

commitment, managerial education etc. and; 

�  the involvement and participation of employees  in organizational  improvement 

through teamwork and cross-functional cooperation, education and training is 

important.  

 

It was found from the study of the UK higher education institutions that some critical 

factors which  range from the highest degree to the lowest affect quality of services as 

follows: continuous improvement, leadership, external customer satisfaction, process 

improvement, teamwork, internal customer satisfaction, people management, measurement of 

resources, and prevention. The study suggested that any improvement from the institution 

should result in a favourable experience by the users of education who are the stakeholders. 

Leadership was not regarded as the most critical by UK higher education institutions, unlike 

in the US and in Malaysia, based on previous studies (Kanji and Tambi, 1999). From this 

report, it is now understandable that quality can be evaluated from different points of view, 

and quality assessment is an aspect of total quality of an organization. 

The earliest challenge to performance measurement in libraries was absence of a 

benchmark for directly measuring service quality in libraries. Pritchard (1996) seemed to 

have captured these setbacks when he offered a cogent description of the measurement 

challenge that faced librarians in developing countries to include the difficulties in trying to 

find a single model or simple indicators that could be used by different institutions to 

compare something across large groups. It was because of this setback that the need for 

reliable and meaningful assessment instruments intensified. Consequently, the Texas 

University Libraries, in the 1990s, turned to marketing sector to identify instruments for 

measuring service quality (Miller, 2008), and many models like ServQual, LibQual, ServPerf, 

WebQual and other models emerged. The research team led by Parasuraman, Zeithaml, and 

Berry used ServQual to track perceptions of library service quality from samples of its library 

users. Through that experience, the assessment team recognized that the instrument could be 

modified and applied in libraries, after removing certain ambiguities that would not be useful 

for assessing service quality in libraries. Since the emergence of ServQual model the 

Association of Research Library ARL identified it as one of the essential framework for 

evaluating the quality of library performances.  

This framework was designed as a standard which when applied in assessing service 

quality, could answer the question, ‘how well does a library serve its users from the 

customers’ perspectives’. The Association of College and Research Library ACRL (2011) 
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also confirmed that standards in academic libraries were designed to guide academic 

librarians on how to advance and sustain their roles as partners in educating library users, 

achieving their institutional missions and repositioning their libraries in the continuous 

improvement of their service quality.  

ServQual model is a 22-item instrument measuring customers’ expectations and 

perceptions along five quality dimensions. The instrument is designed by both qualitative and 

quantitative research in many service industries. According to the developers of the original 

instrument, the key to delivering high-quality service is to balance customers’ expectations 

and perceptions and close the gap between the two. The instrument can help to determine 

where the gaps are and how serious they are. 

While conducting researches using ServQual in industries, the proponents of this 

model identified ten potentially overlapping dimensions or criteria that customers used while 

judging service quality. These original ten dimensions - tangibles, reliability, responsiveness, 

competence, courtesy, credibility, security, access, communication and understanding of 

customers were identified by Zeithaml, Parasuraman & Berry. They were further factorized 

or consolidated into five broad constructs namely, tangibility, reliability, responsiveness, 

assurance, and empathy - due to their tendency to repetition.  

 

• Tangibles: Appearance of physical facilities, equipment, personnel, and 

communication materials.  

• Reliability involves ability to provide the promised services or resources needed by 

users dependably and accurately in a way that could satisfy the expectations of library 

users.  

•  Responsiveness measures the “willingness to help customers and provide prompt 

service”.  

• Assurance measures knowledge, competences and courtesy of employees and their 

ability to convey trust and confidence in customers towards the service firm. 

Competences in librarianship refer to the possession of required skills, knowledge and 

willingness to use them to transform the service needs of users in libraries; and 

courtesy involves politeness and respect for clients, friendliness, honesty and 

trustworthiness of library employees.  

• Empathy measures caring, individualized attention which organizations provide to 

their clients. In library and information science profession, this conveys 

approachability, ease of contact with providers and the readiness to give listening ears 

to user’s query. It also includes approachability, ease of contact with service 

providers, and willingness to understand customers needs (Enayati, et al 2013). 

 

Studies on Service Quality in libraries both in developed and developing countries 

have increased recently. The performance only approach to service quality utilizes five of the 

seven ServQual dimensions. Such studies by Herbert 1994 on interlibrary loan in a public 

library; White 1994 cited in Johari & Zainab 2007 were in special libraries. In academic 

libraries such research were investigated by Edward & Brown 1995; Nitecki 1998; Coleman, 

et al 1997; Nitecki & Hernon 2000; Ahmed & Shoeb 2009, and Asogwa 2013. Their findings 

showed that the quality of services offered was lower than the expectations of their users.  

Cook and Thompson (2000) investigated the reliability and validity of ServQual instrument 

in the context of library service. They found that ServQual displayed three responsive 

dimensions, rather than the five dimensions originally proposed by Parasuraman et al. (1988). 
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As a result, they concluded that responsive, empathy and assurance dimensions overlapped in 

this particular service domain. Nitecki and Hernon (2000) used ServQual to assess library 

services at Yale University and found that among the five dimensions of ServQual, 

respondents considered reliability the most important and empathy least important among the 

five quality dimensions. Most of the findings in developed countries revealed that reliability 

and responsiveness were valued above every other dimension, while other research in 

developing countries reported preference for tangibility, assurance or empathy showing the 

inconsistency of users’ views.  

Interpretations based on the calculated dimensions should be made with caution. 

Additional research in other academic libraries is needed to confirm the applicability of these 

five dimensions or to identify a different model for academic library services.  

 

CRITICISMS OF SERVQUAL MODEL 

 

ServQual has been criticized some scholars. For example, Bradly, et al 2002 as cited 

in Ahmed & Shoeb (2009) argued that perception scores alone should not be relied on to 

explain the service quality of customers because expectations of customers could be based 

only on the memory of the user and for that the results are bound to be biased. Others 

believed that sometimes respondents may not clearly visualize the difference between desired 

and expected services and consequently gave the researcher a diluted report. There are others 

who argued that ServQual has unstable dimensions. These groups fortified their point by 

drawing reference to Jiang et al. (2002) who used four dimensions in their study, while 

Landrum and Prybutok (2004) used five; Nitecki (1996) proposed a three-dimensional 

ServQual model, as opposed the five dimensions proposed by Zeithaml et al.  There are other 

writers who noted that the length of ServQual and the repetition of the set of 22 statements 

make the data collection instrument cumbersome to use. 

  These criticisms notwithstanding, many authors and scholars have adopted and are 

still employing ServQual as a benchmark for empirical assessment of the views of customers 

on the services they receive.  For example, Aghamolaie, Zare, & Abedini (2007) studied on 

the quality of educational services provided to the students in Hormozgan University of 

Medical Sciences; Zavar, et al. (2008) evaluated the quality of education at the Payamenoor 

University of West Azarbaijan provinces, Iran; Arbuni, et al. (2009) investigated the gap 

between students’ expectations and the provision of educational services among students of 

Medical Sciences in University of Zanjan; Bagherzadeh and Bagherzadeh (2010) evaluated 

the quality of higher education centers services at Tabriz higher education institutions; 

Enayati & Kowsarian, (2012) applied descriptive survey to compare Islamic Azad University 

Mazandaran Province (Iran) by measuring students’ expectations and perceptions using the 

five dimensions of service quality.  

The results of these studies seemed to be related or revealing the same: (a) there were 

significant differences between desired and perceived service quality in all five dimensions, 

and in all the dimensions, desired service quality was significantly above the perceived 

service quality (b) there was no significant difference between perceived service quality 

based on sex of students, and (c) there were significant differences between some dimensions 

of perceived service quality based on educational level.  

  Hover, in Zahedan University majority of the students in Medical Sciences viewed the 

quality of educational services as average while described it as below the average, all other 

findings showed existence of a gaps among all the service indicators and their dimensions; 
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that students were not satisfied with the quality of services provided by the educational 

centers; that there was a gap in all the service quality indicators tested. However, in studies 

comparing the five dimensions of service quality the highest mean score was seen in the 

aspect of empathy, responsiveness, reliability, tangibility or assurance. Unfortunately, most 

of these studies were carried out in the business, banking, and education sectors and very few 

in the field of library and information science. In this article, the authors applied ServQual 

model in their investigation of users’ perceptions and expectations in Nigerian university 

libraries. 

 

APPROACHES/METHODOLOGY  

 

Various models for assessing the quality of services or performance of librarians have 

been developed and utilized in the evaluation of library performances. To carry out this study, 

the authors adopted Parasuraman, et al version of ServQual with 22-item questions 

distributed among the five service dimensions. Two sets of ServQual questionnaire with 

similar statements were designed. The first set seeks to capture users’ views in an ideal 

environment (expectations, E), while the second set allows the respondents to compare their 

expectations with service deliveries of their library (perceptions, P).In applying this 

framework in library and information science research, the authors hoped to use ServQual to 

measures the service quality as difference between perceptions (P) of library users and their 

expectations (E). The authors also made minimal wording changes to the original contents of 

the ServQual indicators to suit services in academic libraries.  

 

Population - In this study, two samplings techniques were made; purposive sampling was 

carried out on the universities studied and their locations, while random sampling was used 

on each class of library users. The population of the study was all the registered users in the 

seven university libraries during the 2012/2013 academic session from where 619 users were 

randomly drawn. The university libraries selected for this study were geographically 

distributed to ensure adequate representation. They are in the North Center, The Library 

University of Abuja, FCT; in the South East, Professor Festus Aghabue Nwagu Library 

Nnamdi Azikiwe University, Awka; in the North East, Abubakar Tafawa Balewa University 

library, Bauchi; in the South-South, University of Benin Library; in the South West, Hezzekia 

OLuwasami Library Obafemi Awolowo University, Ile Ife; in the South East, Nnamdi 

Azikiwe Library University of Nigeria, Nsukka; and in the North West, Kashim Ibrahim 

Library Ahmadu Bello University, Zaria.  

 

Sampling - The authors purposely selected these universities and their libraries because they 

were more geographically spread to provide quality services and for an objective assessment. 

Table 1 and figure i below show the universities, the population sampled, the percentage of 

sampled and the geographical location of the libraries.  
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Table 1: Distribution of population Sampled, Percentages and Geographic Location 

S/n University 

Library 

Population 

Sampled 

Percentage 

Sampled 

Geographical 

Location 

1 Abuja 71 11.47 North, Central 

2 Awka 102 16.50 South, East 

3 Bauchi 23 03.72 North East 

4 Benin 89 14.38 South, South 

5 Ife 77 12.40 South, West 

6 Nsukka 211 34.10 South East 

7 Zaria 46 07.43 North West 

Total 619 100  

 

Nsukka commands the largest population of users sampled because the authors 

administered the questionnaire directly in the institution and collected them back. In other 

areas, the services of research assistants were employed. The population sampled from the 

Northern part of the country (Buachi and Zaria) were minimal due to terrorist activities of an 

Islamic religious sect (Boko Haram). 

 

 
Figure i: Proportion of population sampled in Nigerian university libraries 

 

Table 2: Class of Library Users in Nigerian University Libraries 

                   Library Users in Academic Libraries in Nigeria  

Class of Users  Population Sampled Percentage of the sampled (%) 

    Staff             76                     12.28 

Undergraduates            437                     70.59 

Postgraduates             106                     17.12 

        Total             619                     99.99 

 

Table 2 and figure ii show the class of sampled library users in Nigerian university 

libraries. Those were staff (76, 12.28%), undergraduates (437, 70.59%) and postgraduates 
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(106, 17.12.  Undergraduate students dominated the population of users sampled and 

represent 70.59 percent of the population. 

 

 
Figure ii: Sampled population of library users in Nigerian universities 

 

Instrument(s) - The main instrument for data collection was questionnaire. The ServQUAL 

standard questionnaire comprising 22-item questions was modified from the original 

ServQUAL items contained in that of Parasuraman, et al (1988) and used to obtain responses 

on the expectations and perceptions of users.  The purpose was to suit most of the service 

provisions in academic libraries. The questionnaire has five-point scales that range from 1-5 

in which respondents were asked to use it to provide answers about their expectations in the 

library and the actual services received. The items tested were derived from the five service 

quality dimensions as follows:  

 

Questions 1-4 measured the physical facilities, equipment and personnel in the library 

(tangibility). 

5-9 measured the ability of libraries to perform services dependably and accurately 

(reliability). 

10-13 measured responsiveness or the willingness of librarians to provide prompt services. 

14-17 measured assurance, the ability of librarians to inspire trust and confidence in users. 

18 - 22 indicators measured empathy (level of caring and individualized attention to users). 

 

In each of these dimensions, respondents were asked to express their views on the 

existing quality of services provided in their library. Minimum service is the level that users 

considered adequate but not equivalent to the level they expected. Expected or desired level 

represents the service quality which users expect to receive from the library; while the 

perceived level means the actual services obtained by the users.  

 

Data Collection - One thousand two hundred (1200) sets of the questionnaire were 

distributed inside the library reading rooms, lecture halls, and student hostels. The exercise 

lasted for three months because of the geographical spread of the universities as well as the 
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largeness of Nigeria’s landmass. The six hundred and nineteen (619) sets of questionnaire 

that were correctly completed and returned served as the working population of this study. 

This represents 51.6% of all the sets administered. For details of the categories of users 

captured, see table 2. Data was showcased and analyzed using tables, simple percentages, 

average scores, graphs and charts.  

 

Criterion of Judgment - In ServQual model, whenever service quality has positive gaps, it 

indicates that users’ desired expectations are met. Also, when service quality is lower than the 

expected, users desires are expressed negatively and therefore not satisfied. In this study, the 

criterion of judgment was that, if the average scores between users’ perceptions and 

expectations (p-e) is narrower, there is poor service quality. In other words, user’s 

expectations are not met. The results of this analysis were demonstrated and discussed in the 

tables below:   

 

RESULTS 

 

Table 3: Percentage Perceptions and Expectations of users in Nigerian University 

Libraries 
TANGIBILITY 

 

Service Quality indicators 

Mean Service Quality 

 

 

RESULTS 

 

 

P E D(p-

e) 

The library has adequate, modern and 

functional equipment  

43 98 -55 Expectations not met 2 

Electronic resources in the  library are 

accessible from off campus 

45 91 -46 �  3 

Easy access to electronic  (e-journals) 41 98 -57 �  1 

The library has adequate reading desks  76 93 -17 �  14 

 Total             205 350 -145 �   

Average Total 51.25 87.5

0 

-

36.25 

 

RELIABILITY 

 

RESULTS 

 

The library has adequate computer 

terminals for users access to OPAC 

P E D(p-

e) 

  

48 93 -45 Expectations not met 4 

Users have confidence in librarians’ 

ability in handling problems 

49 87 -38 �   

7 

Users feel safe and secure in the library 83 89 -06 �  19 

The library opens at the appropriate 

time  

73 96 -23 �  13 

Users are well informed of service time 65 81 -16 �  15 

 Total             318 446 -128 �   

Average Total 63.6 89.2

0 

-25.6 
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RESPONSIVENESS 

 

RESULTS 

 

 

Appropriate maintenance of users’ 

records   

P E D(p-

e) 

  

61 94 -33 Expectations not met 10 

Readers obtained services promptly 48 87 -35  

�  

8 

 

Prompt  respond to users’ needs 59 81 -22 �  13 

Staff are knowledgeable  about their 

work 

51 79 -28 �  12 

 Total             219 341 -118 �   

Average Total 54.75 85.2

5 

-29.5 

ASSURANCE RESULTS  

 

Library staff has respect for users 

P E D(p-

e) 

 

Expectations slightly  met 

16 

65 80 -15 

The library has adequate lighting 53 96 -43 

 

Expectations not met 6 

Librarians are always willing to help 

users 

87 86 +1 �  20 

Provides services at the appropriate 

time 

61 70 -31 �  11 

 Total             266 332 -66 �   

Average Total 66.5 83.0 -16.5 

EMPATHY RESULTS  

 

Librarians understand the needs of users  

P E D(p-

e) 

 

Expectations not met 

 

17 

53 67 -14 

Librarians are courteous and friendly 48 61 -13 �  18 

Librarians are always compassionate   51 73 -22 �  13 

Willingness to help users 47 81 -34 �  9 

Willing to educate users on use of  

library  

51 95 -44 �  5 

 Total             250 377 -127 �   

Average of Total 50.0 75.4 -

25.40 

 

Key: P-E = Perception scores minus Expectation scores 

 

The degree of discrepancy or gap between expectations and perceptions is the key 

determinant of the service quality of users. To measure this, respondents were asked to use 1, 

2, 3, 4, and 5 to weigh their expectations and perceptions of services they receive in their 

libraries. Table 3 shows their responses and reveals that in all the service indicators 

measured, user’s perceptions were lower than their expectations. This result suggests that 

users’ expectations were not met. This finding validates earlier studies by Cook & Heath 
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(2001) and Bagherdezadeh & Bagherdezadeh (2010) who found negative gaps on perceptions 

and expectations of users in the academic libraries they investigated. 

 

EXTENT OF GAP DIFFERENCES BETWEEN EXPECTATIONS AND 

PERCEPTIONS OF SERVICES 

 

To determine the level of gaps between users’ perceptions and their expectations, the 

percentage of difference between them was calculated as shown in table 3. The result shows 

that user’s expectations were greater than their perceptions. This suggests that all the services 

provided in Nigerian university libraries do not meet the expectations of users.  

This finding could be clearly seen in the services quality indicators where the 

differences in percentage scores between perceptions and expectations were all negatively 

marked. In these negative marks, some indicators have wider gaps and other gaps were 

narrower. The service indicators with the narrowest gap imply that the expectations of users 

were fairly met or the minimum expectations were attained.   

From the results obtained, this article has revealed that the following services were far 

from meeting the expectations of the users due to the largeness of the gap differences:  

 

1. The library does not have most of the electronic resources users need (-57, tangibility)  

2. The library has adequate, modern and functional equipment ( -55, tangibility) 

3. Electronic resources in the library are not accessible from off-campus (-46, tangibility) 

4. Libraries do not have enough computer workstations at the OPAC section (-45, 

reliability)  

5. Librarians are not willing to educate users on use of  library (44, empathy) 

6. The library is always adequately lighted (-43, assurance ) 

7. Users have confidence in librarians’ ability in handling problems (-38, reliability) 

8. Readers obtained services promptly (-35, responsiveness) 

9. Willingness to help users (-35, empathy) 

10. Appropriate maintenance of users’ records  (-33, responsiveness) 

 

According to gap analysis, the larger gaps in this study were related to reliability; the 

largest gap was tangibility or physical facilities in the library. Similar results were 

encountered in Hong Kong University libraries where the second largest gap score was found 

on “access to electronic resources from my home/office” (Woo, 2005).  

The result of this evaluation has buttressed that of Ahmed & Shoeb (2009) who also 

found these indicators among the five topmost ranking expectations by library users in 

Bangladesh. This finding also aligns with the results of studies by the following authors: 

Bradley 2006 in China; Zaver, et al 2008 in Azarbaijan, Iran; among others. They found most 

of these service indicators among the list of 10 widest gaps in their studies. 

The possible reason for the largest gap, access to electronic journals may be due to 

insufficient subscribed e-journals with full text down load facilities. For this reason, the 

majority of the library users are disappointed and dissatisfied with available e-resources 

(Damayanthi, 2006) and this may have led to the largest gap score of desired service 

expectation and actual service perception. This problem was found to be common to all Sri 

Lankan University libraries where large gap scores were found for the attributes related to the 

library catalogue; online catalogue. Users face difficulties when searching library materials 

due to their poor searching ability via the library catalogue and inadequate knowledge of the 
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arrangements of the library collection. Users’ knowledge of both the catalogue and the shelf 

arrangement should be enhanced via ongoing library orientation programmes parallel to the 

undergraduate curriculum. 

It is pertinent to note that in the literature, while tangibility item indicators were the 

less important in libraries in developed countries. This study has revealed that tangibility is 

the most important in developing countries. This finding is not surprising; rather, it has 

confirmed the result of Asogwa’s 2013 earlier study that found poor ICT infrastructures, low 

internet penetration, low bandwidth, and intermittent power supply as factors that bedeviled 

all efforts for better service performances in academic libraries in Nigeria. 

 

DESIRED SERVICE DIMENSIONS 

 

For further verification and to determine the most desired dimensions for users, the 

authors factorized the 22 item service qualities/indicators into five constructs and synergized 

users’ responses to determine the dimension(s) that most or least meet user expectations. The 

purpose was to expose the areas that demand urgent attention for improvement. Table 4 and 

figure iii illustrate the results. Respondents have given diverse significance to five 

dimensions of service quality. 

 

Table 4: Dimension of Service Quality that Demands more Attention 

s/n ServQual factors P E D (P-E) FINDINGS 

1 Tangibility 51.25 87.50 -36.25 Maximum gap difference 

2 Reliability 63.6 89.20 -25.60  

3 Responsiveness 54.75 85.25 -29.50  

4 Assurance  66.50 83.00 -16.50 Minimum gap difference 

5 Empathy 50.0 75.4 -25.40  

 

Table 4 and figure iii showing the mean score on the service dimensions. Referring to 

their gap differences, it could be seen that there was a maximum discrepancy between 

expectations and perceptions with the gap differences skewed in favour of expectations.  

Table 4 and the figure iii also reveal that tangibility has the widest negative average 

difference (-36.25) showing that user’s perceptions were hardly met. This implies also that 

the existence of modern facilities matters most to the users.  

The result of this study is not difference from that of Asogwa 2013 who found among 

others facts that academic libraries in Nigeria were weak in the “provision of information 

technology equipment and use of e-resources in the cyberspace”. 

Tangibility, the appearance of the physical facilities, equipment, personnel in 

Nigerian university libraries was accorded fifth priority and worst service quality. That users 

desired physical facilities most in Nigeria may be because library services are shifting from 

traditional to electronic and the desire to provide adequate and functional ICT facilities 

become imperative in this 21
st
 century. Tangibility is respectively followed by responsiveness 

(the Institution willingness to help students and provide on time service is accorded third 

priority) which has gap difference of (-29.50), reliability, institution’s ability to present the 

promised service dedicatedly and precisely is accorded second priority (-25.60), and 

empathy, the caring and individual attention, the Institution provides its students is accorded 

fourth priority (-25.40). The service quality with the narrowest gap was assurance (-16.50). It 

is the dimension that was fairly satisfied among all the dimensions.  Assurance, the 
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knowledge and civility of the librarians and their credibility to convey reliance and 

confidence is accorded first priority. 

 

 
Figure iii: Mean Gap Scores of the Five Dimensions in Nigerian University Libraries 

 

Also table 5 summarizes the findings from similar studies in other countries which 

corroborate the results of this paper. For example, Enayati, et al 2013 and Rehman and Sabir 

(2012) respectively found highest gaps in tangibility. Other results like that of Bradely 2006, 

Johari & Zainab 2007, Zavar et al 2008, and Ahmed & Shoeb 2009 equally implicated this 

finding. They found negative gaps in their various studies in their respective areas of 

research.  

  However, the result of this study has suggested that the area where service providers 

in Nigerian university libraries were more committed was in assurance. This may be because 

in academic libraries, any delay or neglect to user’s desires could result in their frustration.  

 

Table 5: Summary of other research that corroborated results of this study 

 

Authors 

 

Year of 

Study 

 

Area of study 

Findings 

Highest Lowest 

Enayati, et al 2013 Iran Tangibility Empathy 

Rehman & Sabir 2012 Pakistan Tangibility Reliability 

Bagherdezadeh & 

Bagherdezadeh   

2010 Tabriz, Iran Empathy Assurance 

Arbuni, et al  2009 Zanjan, Iran Empathy Assurance 

Aghamolaie,  et al 2007 Hormozgan, 

Iran 

Responsivenes

s 

Reliability 

Ahmed & shoeb 2009 Bangladesh Negative gaps - 

Zaver, et al 2008 Azarbaijan, Iran Negative gaps - 

Johari & Zainab 2007 Malaysia Negative gaps - 

Bradley,  2006 China Negative gaps - 
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One thing that is worrisome about the findings of the studies presented in table five is 

the variations or inconsistencies in the result. For example, Arbuni, et al 2009 found highest 

gaps and lowest in empathy and assurance respectively; and for Bagherzadeh & Bagherzadeh 

2010, empathy was highest and assurance the lowest. The variations in users’ perceptions 

could be attributed to certain factors such as environmental factor, impact of information 

technology, socio-economic status, as well as political milieu among others. 

 

CONCLUSION AND RECOMMENDATIONS 

 

This study focused on online service quality in academic libraries in Nigeria. It is 

principally anchors on how best to meet or exceed users’ expectations. The paper used 

ServQual as a framework to investigate users’ perceptions and expectations of services in 

Nigerian university libraries. The findings indicate that users have higher expectations than 

perceptions because the pattern of responses has revealed that: percentage scores for 

expectations were higher than users’ perceptions. The results show that all the gaps have 

negative marks suggesting that the desired services were greater than the actual services 

received and that is why perceived services fall short of the user’s expectations and made 

them to become disappointed and dissatisfied. 

From the results of the gap analysis of dimensions, it is apparent that tangibility, 

responsiveness, reliability, and empathy were the most important desired factor and the 

highest in users’ expectations.  

The widest gap was seen in tangibility, and that is inadequate availability of 

functional modern facilities such as computer terminals for OPAC. The desired or 

expectations of users include: provision of modern functional ICT facilities, adequate light to 

do their studies in the library, convenient opening hours to have access to the library; they 

expect individual attention when they encounter any service problem; they desired for 

librarians who are courteous, polite, friendly and have knowledge to answer their queries; 

staff that provide services at the promised time among other needs. 

Such result seems to suggest that librarians in Nigeria should migrate from traditional 

approaches to modern/electronic. For example, the culture, the atmosphere, the 

infrastructures, and other facilities, including human skills and experiences in many 

universities are different from others and therefore affect the students and other class of users. 

In view of that, users expect their libraries to provide comfortable and quiet environment, 

modern electronic facilities that could allow speedy and uninterrupted internet access to e-

resources. They also expect librarians to be more knowledgeable and competent in handling 

their information needs.  

The implication of this result is for university librarians in Nigeria to pay most 

attention to tangibility, responsiveness, reliability and empathy. This is because the findings 

have exposed the fact that readers in Nigerian universities attach much priority to the ability 

of academic libraries in the provision of modern and functional facilities and maintenance for 

their research in the cyberspace. Also, concerned authorities should pay immediate attention 

in allocation of enough funds for adequate provision of ICT facilities and steady migration to 

newer software. Academic libraries should invest more in the development of ICT 

infrastructures, subscription and acquisition of e-journals to attract users into the library as a 

place for study, learning, research and recreation. 

In addition, library management should allocate periods and resources for regular staff 

training in human relations skills in order to improve their courtesy, willingness and 
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knowledge. Johari & Zainab (2007) have noted that if such a sector or department lacks the 

required training, skills and competencies to fulfill their tasks of treating students in the best 

way possible, dissatisfaction of users will continue to occur. This finding could advise 

academic librarians, university administrators and other service providers in developing 

countries that continuous use of ServQual in the evaluation of service quality is imperative 

and should be tackled with utmost dedication.  
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