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Traditionally the library is conceived as a central 
place (geographically) for information acquisition 
and retrieval. The developments in information 
technology particularly CD-ROM, Internet and 
communication media have changed this concept 
of a library. In an era of networking technology, 
users are demanding instantaneous solution to 
their information requirements even outside the 
geographical boundaries of the library. The present 
day librarian needs to possess more professional 
and technical skills than before to understand the 
users ' requirements. Further need is to apply 
marketing techniques to promote the utilization of 
library resources and services. Proper 
understanding of customer requirements calls for 
customer surveys on a regular basis and such 
reports provide the basic input for designing user
defined services. Analyses the methods adopted 
by the librarians to understand customer needs, 
and the perceived barriers to conduct user 
surveys. The study revealed that 53% of the 
respondents are engaged in conducting user 
surveys, while 47% of them have not conducted 
any user survey. Majority of the librarians who are 
conducting users' surveys, do it on an informal 
basis and at random intervals. The myopic view 
of librarians on relevance of the existing services 
has emerged as an important barrier to conduct 
the user surveys. The other perceived barriers 
such as 'Negative attitude of management', 'Fear 
of criticism and inability to implement the 
suggestions ', 'Absence of alternatives (for users)', 
and 'Lack of expertise and resource contraints' 
have been disconfirmed by the libraries. The 
common views held by the librarians are 
"Whatever the services we provide in the library 
are essential and best in the interest of the users ', 
and "we are aware of our weakness". 
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BACKGROUND 

The second half of the twentieth century has 
witnessed tremendous developments in information 
technology and its products . The information 
technology products such as CD-ROM, Internet and 
telecommunications are forc ing the libraries to 
undergo a process of restructuring or radical change 
to meet the technological challenges. The remote 
access to information has influenced the reading 
habits of the users and is driving away the users 
from the traditional library. The change in reading 
habits is motivating the librarians to acquire more 
technical and professional skills than before. This 
development has resulted in sea changes in library 
environment. The current challenges faced by the 
librarians are how to optimize the utilization of library 
resources and services? And how to keep the 
customers satisfied? These challenges are driving 
the modern librarians to go beyond the traditional 
library services to learn and apply marketing 
techniques to understand the customers more 
closely. 

There is a comment that librarians introduce the 
services on their own assuming they understand 
user requirements better. They do not find any 
necessity to conduct user surveys because, they 
strongly believe that whatever services they have 
provided in the library are essential and best in the 
interest of users and their users do not have any 
option apart from their library. They fear that the 
users criticize their services and management and 
library staff may not support such activities. Further 
they feel the lack of resources and expertise to 
conduct customer surveys. This paper is an attempt 
to identify customer research activities in libraries 
and the barriers to conduct the customer surveys. 
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CUSTOMER RESEARCH 

Proper understanding of customer requirements 
calls for customer research on a regular basis and 
such reports provide the basic input for design of 
need based products and services. One of the 
most effective ways to determine the needs of the 
clientele is through research . 8agozzi et al [1] 
explained that the customer research is the link 
between the service providers and the customers. 
It strengthens the relationship between them and 
helps to : 

analyze the customer needs, expectations and 
responses 
identify the demand for any specific product 
or service 
discarding/improving the existing services 
reduce the uncertainty in decision making , and 
design of customized service 

Vasantha Vivekanandan [2] also supports the 
views of Bagozzi on customer research. The 
research involves gathering of information on 
customers . Some information may De availablb 
through internal records , suggestion boxes and 
observation. To determine the specific needs one 
needs to conduct surveys through a brief 
questionnaire , interview, focus groups , or 
telephoning the selected users. The regularity in 
customer survey will help to analyze the changing 
needs of the users. 

Though it sounds very attractive, there is some 
concern among the librarians to apply marketing 
techniques to library services. According to William 
Miller [3], "it will strain the existing staff and 
service". Jennings [4] fears that through marketing 
" .... . the essential services could be eliminated 
owing to the fact that they are not seif-supportin~ 
as other" . Some obstacles in customer research 
are: 

i. Resistance to change: 'We have always done 
it this way' seems to be the attitude. Librarians 
often have difficulty giving up a product or 
service even though it is no longer needed. 

ii. Inability to listen to customers: Librarians think 
they understand the needs and requirements 
of their customers and they rarely listen to the 
problems of the customers. 
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iii. Tradition: Libraries are strong organizations 
with deep rooted traditions that are hard to 
change. 

iv. Issues of Mission: Often a library's mission is 
too broad. Many libraries strive to meet 
informational , educational, and recreational 
needs of the community. 

v. Being honest to yourse lf: Market research 
often provides us with informa tion that 
demands change in the way we provide 
services. However it is difficult to be honest 
with us and make the changes needed by our 
customers. 

Gene Norman [5] while quoting Tucc i's [6] words 
stresses that "the information profess ionals have 
neg lected to do research to deterrnine their 
customer needs. Instead they tend to second
guess customers and attempt to suggest what is 
best for them". 

A brief review of literature indicates that the 
librarians have some reservatio ns towards 
customer research activit ies. The review also 
reveals that there are very few studies published 
based on the field research and hardly any study 
directly related to the barriers to conduct user 
surveys in libraries. In this paper an attempt has 
been made to analyze the methods adopted by 
librarians to understand the customer 
requirements and the barriers to conduct the 
customer research . After going through the 
literature and discussions with professional 
colleagues , five factors were identi ied as the 
perceived barriers to conduct user surveys. They 
are negative attitude of management, fear of 
criticism from customers, absence of alternatives 
(for customers), lack of expertise and resource 
contraints , and myopic views on relevance of the 
existing services. The common views held by the 
librarians are "Whatever the services we provide 
in the library are essential and best in the interest 
of the users", and "We are aware of our weakness". 

OBJECTIVES 

The objectives of the study are: 

i. to understand the methods employed by the 
librarians in orderto assess the customer needs 
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ii. to identify the barriers perceived by them to 
conduct customer surveys. 

HYPOTHESES 

As mentioned earlier, the librarians do not conduct 
any user surveys. Even if surveys are conducted, 
these will be carried on an informal basis at random 
intervals . In order to validate in the above comment 
and the perceived barriers reported earlier in this 
paper, the following two hypotheses have been 
formulated . 

Hypothesis 1 
Librarians conduct user surveys .informally at 
random intervals. 

Hypothesis 2 
Librarians do not perceive the necessity to conduct 
user survey because of the : 
a) negative attitude of management 
b) fear of criticism and inability to implement the 

suggestions 
c) absence of alternatives (for users) 
d) lack of expertise and resource constraints, and 
e) myopic views on relevance of the existing 

service 

METHODOLOGY 

In order to achieve the objectives of the study, a 
structured questionnaire was constructed 
focussing on the methods employed by the 
librarians to understand the customer's needs and 
the perceived barriers to conduct the customer 
surveys. The questionnaire was constructed on a 
five-point ag reement scale with score "1" for 
strong disagreement and score "5" for strong 
agreement. The scores in between indicated the 
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degree of agreement or disagreement with the 
statement. 

The questionnaires were mailed to the librarians 
working in various Indian Institute of Technology 
(1ITs) , Regional Engineering Colleges (RECs), 
Indian Institute of Managemnent (1IMs), national 
level R&D organizations , and universities in 
Southern India. A reminder was sent to get the 
response at an early date. The mailing address 
were collected on the basis of information available 
in Indian Society for Technical Education (ISTE) 
Handbook[7) and Universities Handbook [8) . 

In order to test the first hypothesis, six statements 
were framed in the instrument focussing on 
whether the respondent has conducted any user 
survey. If it is conducted , what is its mode , 
frequency and the aspects covered . Regarding 
barriers , fifteen statements were framed in the 
questionnaire focussing on personal , staff and 
management-related problems to conduct users' 
survey to validate the second hypotheSiS. 

SPSS - a statistical software package developed 
by SPSS International Inc., Chicago has been used 
to analyze the data. Techniques such as mean
difference, frequency distribution, Cross tabulation , 
Pearson's Correlation, Factor ana lysis and 
reliability tests have been used to analyze the data. 

FINDINGS 

Responses from the respondents constitute the 
primary data for the research work. However full 
text of the response is not included in the paper 
for brevity and confidentiality. Table 1 gives the 
sample size, responses received and response 
rate for the mailed questionnaires . 

Table 1 

Response rate of filled in questionnaires 

SI.No. Universities/ Questionnaires Response Response 
Institutions sent received Rate (%) 

1 IITs/RECs 25 : 0 40.0 
2 IIMs/NIBM 5 5 100.0 
3 R&D Organizations 10 7 70.0 
4 . Universities in Southern India 50 23 46.0 

Total 90 45 50.0% 

Source: ISTE Handbook and Universities Handbook 
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As the response rate for mailed surveys is low, 
this study received forty five responses out of 
ninety questionnaires mailed which resulted in an 
average 50 percent response rate. Nachmias and 
Nachmias (9) and Bernard (10) state that the 
response rate for a mail survey is usually between 
20 to 40 percent. Another research study on 
service quality carried out by Zeithaml e-t al (11) in 
1996 also reports 25 percent response rate for a 
mail survey. The response rate for thE: curmnt study 
therefore, is above the expected normal response 
rate for a mail survey. The high response rate of 
current study indicates the responsiveness and 

sincerity of the respondent librarians. This could 
be a mirror for their attitude towards the q.lstomer 
srvice. 

METHODS OF UNDERSTANDING CUSTOMER 
NEEDS 

As mentioned earlier, librarians do express some 
reservations to conduct customers ' research . It is 
perceived that, librarians carryout the user surveys 
informally at random intervals. In order to test the 
validity of the hypotheses, the data presented in 
Table 2 has been analyzed . 

Table 2 

Percentage of mode and frequency of users survey 

Options No. of Respondents Percent % 

Conduct User survey? Yes 24 53.3 
No 21 46.7 

Mod.e' Formai 15 42 .8 
Informal 20 57 .. 2 

Frequency' Yearly 3 8.6 
Two yearly 2 5.8 
Five yearly 1 2.9 
Randomly 29 82.8 

Assessment/Evaluation Before 9 25.7 
Of New service After 8 22.9 

Bef. & Aft. 12 34.3 

Immediate Action' Yes 21 60.0 
For feedback No 2 5.7 

Depends 12 34.3 

• 11 out of 21 librarians, who have not conducted any user survey, have stated that they do conduct user surveys on 
informal basis at random intervals. 

• The analysis reveals that 53.3% of the 
respondents stated that they conduct user 
surveys while the remaining 46.7% of 
respondents stated that they have not 
conducted any user surveys. 

• With regard to the mode, 42 .8% of the sample 
size is conducting the user surveys formally. 
The remaining 57.2% of them do it informally. 
Interestingly 11 out of 21 (52.4%) respondents 
who have not conducted any user surveys 
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also stated that they do conduct user surveys 
informally. This indicates that though the 
librarians do not conduct any di rect survey, 
they do collect the users' feedback informally. 

Regarding frequency, 82.8% of the librarians 
in the sample conduct the user survey at 
random intervals. Only 8.6% of them are dOing 
the same yearly and 5.8% of them do it once 
in two years. 
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• A total of 34.3% of the respondents try to 
obtain the users ' opinion oefore the 
introduction of any new service, while 25.7% 
of them evaluate after its introduction and 
22.9% of them obtain the opinion before and 
evaluate after introduction of new service. 

• 

• 

Immediate action to the users suggestions is 
taken by 60% of the respondents . Whereas 
34. 3% of them accept that the actions will 
depend on financial and other commitments 
and only 5.7% agree that they cannot take 
immediate action. 

The aspects covered under users' evaluation 
were the library resources and services user 
needs/requirements, usage/utilization p~ttern , 
accuracy of the facilities , and customer 
satisfaction . 

It is an encouraging trend that 53% of the librarians 
are looking ahead by understanding the specifics 
of customer requirements . An almost equal 
percentage of respondents state that they take 
users' opinion either before or after the introduction 
of new seryice. The aspects covered in for users' 
evaluation includes adequacy and appropriateness 
of resources and services, and user satisfaction . 
About 60% of the librarians state that they take 
immediate act ion on users requests. But majority 
of them are conducting the same i" formally at 
random intervals. Will it signal some sort of fear/ 
hesitation among the librarians? Few librarians 
experienced very poor response from users when 
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t~ey conducted formal survey and found it ve ry 
diff icult to quantify the results . Does thi s low 
response rate alone const itute the hurdle for 
conducting the survey? In-depth research is 
definitely desirable to overcome the other hurdles. 

Formal customer surveys provide an opportunity 
to docu~ent users' feedback more systematically 
which ultimately gives a clear picture of adequacy, 
re levance, and adaptability of the current services. 
Thus it is opined that the librarians should take 
initiative to conduct formal surveys at regular 
Intervals which can be yearly, two yearly or three 
yearly and so on . 

The study does not violate the hypot hes is 
librarians conduct the user surveys informally 
at random intervals formulated based on 
previous experience . 

BARRIERS TO CONDUCT USER SURVEYS 

As mentioned earlier, librarians do express some 
reservations towards customer research. The 
responses were analyzed using factor analysis and 
five factors were generated from the analysis . The 
first factor generated with 36.5% of variance 
followed by other fo ur factors with 20.3%, 10.4%, 
7.9%, 6.5% of variance respect ively. Each factor 
is analyzed separately for meaningf ul 
Interpretation . The final stat ist ics of the factor 
analysis is given in the Table 3 . The complete data 
of facto r analysis is provided in Append ix 1 for the 
benefit of academicians. 

Table 3 

FACTOR - ANALYSIS 

Final Statist ics : 

Factor No. Eigenvalue Pct. of Var. Cum. Pct. 

1 G,46990 36.5 36.5 
2 3,04405 20.3 56.8 
3 1.56378 10.4 67 .2 
4 1,18045 7.9 75.1 
5 0.97105 6.5 81.5 

contd . 
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contn . (Table 3) 

ROTATED FACTOR MATRIX 

Si.No. Factor 1 Factor 2 Factor 3 Factor 4 Factor 5 

020 .93477 
019 .91248 
021 .88549 
016 .62994 

013 .89450 
01 7 .85852 
01 2 .77543 
01 5 .73613 

08 .85255 
0 10 .81787 

011 .87951 
07 -.70899 
018 .50308 

014 .85035 
09 .85035 

PEARSON'S CORELATION MATRIX 

FACTOR 1 FACTOR 2 

020 019 021 016 013 017 012 015 

020 1.00000 .93505 .77:;13 .64915 

01 9 1.00000 .73:396 .59144 

021 1.0000 .50549 

016 1.00000 

01 3 1.00000 .77443 .68164 .60883 

01 7 1.00000 .61724 .68057 

012 1.00000 .79472 

015 I 1.00000 

FACTOR 3 FACTOR 4 FACTOR 5 

08 010 011 07 018 014 09 

08 1.00000 .51925 
010 1.00000 
011 1.0000 -.50418 .56337 
07 1.00000 -.42672 
018 1.00000 
01 4 1.00000 .36443 
09 1.00000 
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Negative attitude of management 

It is percei ved th at the negat ive att itude of 
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management con st itutes a major bar rier for 
conducting customer survey. The study gives a 
different picture and the results are presented in 
Table 4. 

Table 4 

Negative attitude of management 

SI. No. Statements SDA DA N A SA Cum.% Cum.% Mean 
1 2 3 4 5 
% % % % % 1+2 4+5 

019 Management is not 10 9 1 2 1 
innovative or 43.5 39.2 4.3 8.7 4.3 82.8 13.0 1.91 
interested to conduct surveys 

020 Management does not 11 7 3 - 2 
encourage such 47.8 30.5 13.0 8.7 78.3 78 .3 8.7 1.91 
act ivities 

021 Management th inks 9 9 1 2 2 
such activity is a 39.1 39.1 4.4 8.7 8.7 78.3 17.4 2.09 

waste of time and 
incurs additional expenditure 

016 More service 7 11 2 1 2 
increases the 30.4 47.9 8.7 4.3 8.7 78.3 13.0 2.13 
users expectations 
and a slight disturbance in 
the system causes more 
dissatisfaction 

Total Average 7.6 79.42 13.02 2.01 

Note : SDA-Strong ly Disagre (1), DA-Disagree (2), N-Neutral (3) , A-Agree (4), SA-Strongly Agree (5) Original statement 
number is retained for convenience. 
In ~ach column first figure represents frequency and second figure represents percentage. 

Analysis reaveals that 82.8% of the respondents 
disagree (out of which 43.5% strongly disag ree) 
that thei r management is not innovative enough 
to conduct customer research activities. Only 
13% agree that the ir managemsnt is not 
innovative enough to support such activities. This 
indicates that majority of the li brarians donot 
seeany discouragement from the management 
to carry out such activities . In other wo rds they 
are fully confident of management's initiation. 

V11!47 No.1 September 2000 

Regarding managemen t encou rag ing su ch 
act ivit ies, 78.3%of the sample disag ree (out of 
which 47.8% strongly disagree). Only 8.7% 
agree that the management does not give much 
importance to the library development. 13% 
remained neutral on the issue. This means that 
majority of the librarians are confident of getting 
full en co uragemen t and support f rom the 
management for conducting research activities. 
A total of 78.3% of librarians surveyed disagree 
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(out of which 39 .1 % strong ly disagree) that 
man agement cons iders this as a waste ful 
exercise which incurs additional expenditure. Only 
17.4% agree with the statement. This means that 
majority of the librarians confirm the favourable 
attitude of management towards such activities. 

Lastly, 78 .3% of the respondents disagree (out of 
which 30.4% strongly disagree) that r:rovicli ng morE 
services will increase the users' expectation level and 
a slight disturbance will result in more dissatisfaction. 
Only 13% agree with the statement. This indicates 
that librarians do not perceive any th reat from the 
users increased expectations with the provision of 
more services. 

It is clear from the above that majority of the librarians 
(79.42%) virtually reject the negati ve attitude of 
management as a barrier for conducting the user 
study. This confirms the librarians' full confidence 
reposed on management's initiation, encouragement 
and complete support. Further they do not see any 
threat from users' increased expectations . 

The correlation between the state me nts is 
consistent and highly signif icant {r(q20,q19=.94, 
q20,q21=.77 , q20 ,q 16= .65 ; q 19 ,q21 =. 74 ; 
q16,q19=.59, q1 6,q21=.5 1)}. The relation between 
q 16 and other three statements appears to be slightly 
weak. This indicates the slight acceptance of the 
threat of increased users' exceptions. But in its total ity, 
the hypothesis is virtually rejected. The reliability test 
(Alpha = 0.9011) also supports the rejection of the 
hypothesis. 

Based on the analysis, the study disproves hypothesis 
"Negative attitude of management" as the barrier 
to conduct the users' survey. 

Fear of criticism and inabil ity to implement the 
suggestions 

It was perceived that the fe ar of criticism from 
customers and their inability to implement the users 
suggestions constitutes another major barrier to 
conduct the customer survey. Table 5 presents the 
results of the analysis. 

Table 5 

Fear of critism 

SI.No. Statements SDA DA N A SA Cum% Cum% Mean 
1 2 3 4 5 
0/0 % % % 0/0 1+2 4+5 

013 The criticism from users will '7 7 1 5 3 
provides an opportunity for 30.4 30.4 4.3 21.8 13.1 60.8 34.9 257 
authorities to catch us on weak 
points and it will strai n our 
relations at work place 

01 7 Our lib staff doesn't show any 6 11 1 2 3 
interest 26 .1 47.8 4.3 8.7 13.1 73.9 21.8 2.35 

01 5 We are not in a position to 6 10 2 5 -
implement the suggestions of ~~6 . 1 43.5 8.7 21 .7 69 .6 21.7 2.26 
users 

012 The survey reveals only 9 8 - 5 1 
negative aspects of service 39.1 34.8 21 .8 4.3 73.9 26 .1 2.17 

Total Average % 4.32 69.55 26.12 2.33 

Note SDA-Strongly Dlsagre (1). DA-Dlsagree (2) . N-Neutral (3). A-Agree (4). SA-Strongly Agree (5) Onglnal statement 
number is retained fo r convenience. 
In each column first figure rep resents frequency and second figure represents percentage 
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Analysis reaveals that 60.8% of the respondents 
disagree (out of which 30.4% strongly disagree) that 
the criticism from users will provide an opportunity to 
the authorities to catch them on weak points and it 
will strain relationships at workplace. The remaining 
34.9% agree that it will affect relations with the 
authorities. 

A total of 73.9% of the respondents disagree (out of 
which 39 .1 % strongly disagree) that the staff 
members are not interested in carrying out any 
customer research activitie. and 20.7%ofthem agree 
that their staff members donot show any interest to 
conduct such surveys. 

Further, 69.6% of the librarians surveyed disagree 
(out of which 26.1 % strongly disagree) that they 
are not in a position to implement users'suggestions. 
Whereas 21 .7% of them accept that they are not in 
a position to implement the suggestions. 

Lastly, 73.9% of the sample disagree (out of which 
26.1 % strongly disagree) that the survey will highlight 
only the negative aspects of the services. Whereas 
26.1 of them agree that the users' survey will reveal 
only the negative aspects of the services . This 
indicates that the librarians are not afraid of criticism 
from users. 

The correlation coefficient between the statements 
is consistant and highly significant {r(q13 ,q17=.7, 
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q13 ,q12= .68 , q13,q15= .61 ; q17 ,q12= .62 , 
q17,q15=.68, q12,q15=.79)}. The factor analysis also 
confirms the rejection by providing next highest 
percentage of variance . The reliability test (alpha = 
0.8960) disproves the fear of criticium as a barrier for 
conducting customer research activities . 

After analyzing the results we can derive that the 
librarians (69.55%) are not afraid of any criticism from 
the users. They donot consider the users criticism 
as a threat to their relationship with management. 
Further they are confident of implementing the users 
suggestions with full cooperation from the staff. When 
the results are compared with factor 1, the degree of 
disagreement appears to be weak. This indicates the 
slight agreement towards the perceived barrier. 
However, this factor in its totality cannot be considered 
as barrier. 

Based on the above analysis the study disproves 
"Fear of criticism and inability to implement the 
suggestions" as a barrier to conduct the customer 
survey. 

Absence of alternatives to the customer 

Librarians do not perceive the need for any customer 
survey as they belive that the users donot have any 
option except their library. They assume that the users 
are satisfied because there is no complaint from them. 
The results of this aspect are presented in Table 6. 

Table 6 

Absence of alternatives 

SI.No. Statements SDA DA N A SA Cum% Cum% Mean 
1 2 3 4 5 
% % % 0/0 % 1+2 4+5 

010 Our Readers do not have 4 15 1 3 -

any option except using 17.4 65.2 4.4 13.0 82.6 13.0 2.13 
our library 

08 We haven't received any 3 8 1 7 4 
complaints from the users 13.0 34.8 4.4 30.4 17.4 47.8 47.8 3.04 

Total Average 5.8 69.6 69.6 24.6 2.43 
-

Note : SDA-Strongly Disagre (1), DA-Disagree (2), N-Neutral (3), A-Agree (4) , SA-Strongly Agree (5) Original statement 
number is retained for convenience. 
In each column first figure represents frequency and second figure represents percentage. 
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A total of 82.6% of the librarians in the sample 
disagree (out of which 17.4% strongly disagree) 
that their users do not have any other options. 
Only 13% of them agree with the statement. It is 
very clear that majority of the librarians agree that 
their users are not completely depending on their 
library. 

Further, 47.8%of the respondents disagree (out 
of which 13.0% strongly disagree) that the 
absence of complaints is the reason for not 
conducting the user surveys. But on the other 
hand equal percentage of librarians (47.8% out 
of which 30.7% strongly agree) agree that they 
have not conducted any user sUNey, as there was 
no complaint from the users. The percentage 
pattern shows that the response is leaning 
towards the agreement side. 

The correlation between the statements 
{r(q1 0,q8)=.5195} is consistent and significant. It 
is clear that though there is partial confirmation , 

the barrier 'Absence of alternatives to the 
Customer' is rejected in its totality. The factor 
analysis also confirms the rejection and is rated 
as third in the order of variance. The reliability test 
(alpll a = 0.6355) supports the fitness of the 
rejection . Hence this factor can not be considered 
as a barrier to conduct the users' sUNey. 

Based on the above analysis , the hypothesis 
"Absence of alternatives to the users" is 
disproved as the barrier to conduct the users 
sUNey. 

Lacl( of expertise and resource contraints 

Librarians do not perceive the need for conducting 
the user sUNey, because they feel that they do 
not have the adequate resources and expertise to 
carry out such tasks. Further they believe that their 
library is well utilized and hence there is no need 
to assess the utility of the library. Table 7 presents 
the response pattern where 78.3% of the sample 

Table 7 

Lack of expertise and resource contraints 

St.No. Statements SDA DA N A SA Cum% Cum% Mean 
1 2 3 4 5 
% 0/0 0/0 0/0 % 1+2 4+5 

011 We don't have expertise to 6 12 1 2 2 
conduct sUNeys 26. 1 52.2 4.3 8.7 8.7 78.3 17.4 2.22 

018 The survey will strain 4 10 2 5 2 
the existing staff and 17.4 43.5 8.7 21 .7 8.7 60.9 30.4 2.61 
seNice as we don't have 
sufficient staff to carry out 
the task 

07 Our library is well utilized 2 2 - 11 8 
8.7 8.7 47.8 34.8 17.4 82 .6 3.91 

Total Average % 5.8 71.0 23.2 2.39 

Note SDA-Strongly Disagre (1). DA-Disagree (2) , N-Neutral (3). A-Agree (4), SA-Strongly Agree (5) Original statement 
number is retained for convenience. 
In each column first figure represents frequency and second figure represents percentage . 
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disagree (out of which 26.1 % strongly disagree) 
that lack of expertise is the reason for not 
conducting the user survey. Only 17.4% agree that 
they do not have much market research skills and 
have to depend on somebody to frame the 
questionnaires and carry out analysis, which they 
may not be capable of carrying out personally. 

A total of 60.9% of the librarians surveyed disagree 
(out of which 17.4% strongly disagree) that the 
survey will strain the staff and existing services. 
Whereas 30.4% agrees that it will strain the staff 
and services. The rest 8.7% remained neutral. 

Finally 82.6% of the respondents agree (out of 
which 34.8% strongly agree) that their library is 
well utilized. Hence there is no need to conduct 
any survey. The remaining 17.4% of them 
disagree (8.7% strongly disagree) that full 
utilization is not the reason for conducting the 
survey. The correlation coefficient between the 
statements is consistent and significant {r( q 11 ,q7 = 
-. 51 , q11,q18=.56; q7,q18=-.43)}. Though there is 
agreement on library utilization, the other two 
reasons have been not accepted by the 
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respondents as barrier. Factor analysis confirms 
the rejection by playing it in fourth order according 
to percentage of variance. The reliability test stands 
at (alpha= -.4863) . 

Based on the analysis of the results, the study in 
its totality disproves the hypothesis "Lack of 
expertise and resource contraints". framed 
earlier. Hence this factor cannot be considered as 
a barrier to c!onduct the users surveys. 

Myopic views on relevance of the existing 
services 

The librarians do not perceive the need for any 
user study, as they strongly believe that "Whatever 
services provided in the library are essential are 
best in the interest of the users". They feel the 
users will highlight the weaknesses of the library 
which are already known to them and they do not 
wish to hear the same from the users. 

Table 8 provides the results of this aspects . It 
reveals that 91.4% of librarians in tile sample agree 
(out of which 47.8% strongly agree) that whatever 

Table 8 

Myopic views on relevance of the existing services 

SI.No. Statements SDA DA N A SA Cum°lc Cum% Mean 
1 2 3 4 5 
% % % % % 1+2 4+5 

09 Whatever services we 1 - 1 10 11 
provide in the library 4.3 4.3 43.6 47.8 4.3 91.4 4.30 
are essential and best 
in the interest of users 

014 We are aware of our 4 2 3 11 3 
weakness 17.4 8.7 13.0 47.9 13.0 26.1 60.9 3.30 

Total Average 8.65 15.2 76.15 3.80 

Note SDA-Strongly Disagre (1) . DA-Disagree (2), N-Neutral (3), A-Agree (4) , SA-Strongly Agree (5) Original statement 
number is retained for convenience. 
In each column first figure represents frequency and second figure represents percentage. 
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services they provide in the library are essential 
and best in the interest of the users. Only 4.3% of 
them disagree with the statement. This indicates 
the strong belief prevailing among the librarians. 

A total of 60.9% of the respondents agree (out of 
which 47.8% strongly agree) that as they are aware 
of their weakness, they do not have to be retold by 
the users. The remaining 26.1 % reject the same. 
Librarians do not perceive any need for customer 
survey due to their myopic views on the awareness 
of own weakness and relevance of the existing 
services. Though there is no significant correlation 
between the variables (r(q14,q9)=.36, the reliability 
test also confirms the acceptance by providing 
least score for disagreement. 

Thus based on the analysis the study does not 
violate the hypothesis "Myopic Views on 
relevance of the existing service" framed based 
on earlier experience. 

Finally, the average of the perceived f ive barriers 
is presented in the Table 9. 

It is clear from the above table that the order of 
perceived barriers is ascel1ding from factor 1 
through 5 and the same is descending for 
disagreement with the perceived barrier. Factor 1 
has received highest disagreement and factor 5 
the least. The factor analysis and reliability test 
supports the order of disagreement from highest 

Table 9 

Total average percentage of individual factors 

Factor Factors/Barriers Ave .cum % Neutral Ave.cum% Mean Elgen Reliability 
No. D.A(1+2) %(3) Agree (4+5) Value Score 

1 Negative attitude of ~ 79.42 7.6 13.02 2.01 5.4699 .90 
management 

2 Fear of Criticism and 69.55 4.32 26.12 2.33 3.0440 .90 
inability to implement 
the suggestion 

3 Absence of Alternatives 69.6 5.8 24.6 2.43 1.5637 .64 
the customers 

4 Lack of expertise and 71.0 5.8 23.2 2.39 1.1804 -.49 
Resource Constraints 

5 Myopic views on 15.2 8.65 76.15 3.80 0.9710 .51 
relevance of the 
existing services 
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to least by providing scores in reverse order. Thus 
the respondents virtually reject the factor 1 and 
accept the factor 5. The degree of rejection of other 
barriers decreases from factor 2 through factor 4. 

To sum up, librarians donot consider the negative 
attitude of management and fear of criticism as 
the reasons for not conducting the survey. Further 
they donot consider absence of alternatives to the . 
customers and lack of expertise and resource 
constraints as the barriers for the survey. Finally 
they endorse their myopic views on relevance of 
the existing services as the barrier for the survey. 

DIRECTIONS FOR FUTURE RESEARCH 

The study is very significant, as it is a pioneering 
effort to identify the methods adopted by the 
librarians to understand the users' needs and the 
barriers for conducting the customer survey. Only 
the fifth factor has emerged as major barrier for 
conducting the users' survey. The other perceived 
four barriers identified by earlier studies were 
disconfirmed by the present study. Hence there is 
wide scope for research either to refine the survey 
instrument or to use more advanced statistical 
techniques to reveal the hidden barriers. 

The sample is drawn from national level 
technical, management, R&D, and university 
libraries in India. Though the results of the study 
can lead to general theory, we feel the sample size 
may not be adequate to generalize the findings. A 
comprehensive research with bigger sample size 
incorporating all type of libraries is desirable to 
formulate a generalized theory. 

The study reveals that a majority of the librarians 
who conduct the users' survey are carrying it out 
informally at random intervals. Does it signal any 
fear or hesitation among the librarians? Few 
librarians expressed that low response rate for the 
formal survey is a hurdle. Does this low response 
from users alone constitute the major barrier to 
conduct customers ' survey? An in-depth research 
is definitely desirable to identify the hidden barriers. 
Further there is wide scope: 

a) for conducting a co mparative study of 
customer research activ ities adopted in 
various ca tegories of libraries as each 
catego ry operates in a different environment. 
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b) to identify the actual factors responsible for 
not conducting the user survey as majority of 
the factors, which were perceived as barriers , 
have been disconfirmed by the present study. 

c) to study the feasibility of setting up training 
institutes at national level to train the librarians 
to design customer research models and 
conduct customer research activities more 
professionally. 

d) to study the feasibility of setting up training 
institutes to improve the communication skills 
and long term problem solving capability to the 
librarians as there is a comment that librarians 
are poor communicators and interested in 
quick solution to the problems. 

CONCLUSION 

It is an encouraging trend that more librarians are 
coming forward to understand the user 
requirements by way of conducting users' surveys. 
But majority of the librarians, who are conducting 
users ' surveys, are carrying out the same 
informally that too at random intervals. This reflects 
some fear or inferiority complex still persisting 
among the librarians. Formal surveys will not only 
facilitate the librarians to document the users' 
requirements but also help to evaluate the 
appropriateness and adaptability of the existing 
services more systematically. Hence they should 
come out of these complexities and conduct formal 
surveys as they provide basic input for designing 
the user-defined services. 

The study revealed that a sizable percentage of 
librarians do not conduct users ' survey. The 
'myopic views on the relevance of the existing 
services" has emerged as a major barrier for 
conducting the customer survey. The common 
views held by them are "whatever services we 
provide in the library are essential and best in the 
interest of users" and "we are aware of our 
weaknesses , why they have to be retold by the 
users". The other perceived four barrie rs such as 
negative attitude of management, fear of criticism 
from customers , absence of alternatives and 
inability to implement the suggestions, and lack of 
expertise and resource constratints have been 
rejected by the respondent librarians. It means 
that they are not afraid of criticism from users, lack 
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of adequate resources and expertise to conduct 
the surveys. Further they are fully confident of 
getting full support from management as well as 
from library staff. But still they are not much 
inspired to seek customer opinion in a formal way. 
Few librarians expressed low response rate as a 
hurdle for surveys. It is felt that the low response 
rate alone cannot constitute a barrier. Hence it is 
desirable to conduct a nation-wide research to 
identify the real problems that librarians are facing 
and to come out with an ideal model for proper 
customer analysis . 
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